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King County Veterans Transportation Needs Assessment

Executive Summary

BACKGROUND

The King County Mobility Coalition’s Veterans Transportation Initiative 
aims to improve the mobility of Veterans in King County and build on the 
success of VetsGO, the Veterans Transportation Resources website. The King 
County Veterans Transportation Needs Assessment is an important step in 
understanding Veterans’ mobility challenges to determine how they may be 
addressed.

FINDINGS

In order to assess the transportation needs of veterans, a research team from 
Hopelink and the University of Washington conducted interviews, focus 
groups, community meetings, and surveys. The central findings from our 
research are:

• Veterans in King County have relatively high rates 
of disability, homelessness, and poverty. Connecting 
Veterans with necessary social services is crucial.

• Some Veterans are transit-dependent and lack the awareness 
of available transportation options beyond public transit.

• Even when Veterans do have awareness of other 
transportation options, cost is sometimes a barrier.

• Veterans who have Post Traumatic Stress Disorder, 
Traumatic Brian Injury, or similar conditions may 
feel uncomfortable using public transit.

• The VA Medical Center in Seattle is an important destination for 
many Veterans. Other popular destinations include local food banks, 
employment centers, shelters, and transitional housing programs.

• There is no single strategy to share transportation-related information 
with Veterans. A multifaceted approach will be more successful.
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CONCLUSION

Based on our findings, there are a number of potential improvements to 
transportation in King County that would better serve Veterans:

• Because King County has a high number of Veterans of limited 
means, free or low cost transportation options are needed. This 
includes programs that assist Veterans with affording public transit.

• More flexible vans/shuttles and volunteer driver options 
are needed by Veterans who cannot use the bus due 
to trauma experienced while in the military.

• Improved access to the VA Medical Center would benefit 
a broad cross section of the Veteran population.

• While some Veterans have a reduce transit fare card (LIFT or 
RRFP) or participate in specialized transportation programs, many 
others who would qualify are unaware of these programs. More 
education, training, and marketing targeted to Veterans is needed.

• Increased awareness of transportation options may improve 
mobility for Veterans who are faced with mobility barriers 
due to age, income, disability, or another limiting factor.
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Introduction

There are an estimated 22 million Veterans of military service in the United 
States.1 Veterans represent a diverse population with many different needs.2 
Though some needs are being met, particularly those associated with 
Veterans’ medical care, there are several that are less common in public 
discourse, such as transportation. There are significant differences between 
the United States Veteran population and the US population as a whole in 
regards to medical/disability needs and homelessness. A number of Veteran 
statistics suggest that these troubling trends are unique to the Veteran 
population and that they potentially add complexity to Veteran transportation 
needs. Statistics show:

• Veterans’ need to access health care can be more urgent and 
frequent than non-Veteran civilians. Veterans are seeking health 
care at rates that are higher than ever before and while the 
national number of Veterans is slowly in decline, the number of 
Veterans with service connected disabilities has been increasing 
steadily since the start of the Global War on Terror.3

• Young Veterans who served in the Global War on Terrorism 
have a 4.2 percent increased likelihood of being unemployed 
compared to their non-veteran counterparts.4

1  Department of Veteran Affairs, National Center for Veterans Analysis and Statistics, Veteran Population: 
Veteran Population Projection Model 2014 http://www.va.gov/vetdata/Veteran_Population.asp (accessed June 12, 
2015).

2  We have chosen to capitalize the word “Veteran” throughout this report. While “Veteran” is not a proper noun, 
many officials, Veteran advocates, service providers, and even VA officials choose to capitalize this word. See an 
example here: http://www.veteranstoday.com/2009/03/13/an-open-letter-to-veterans-from-secretary-of-veter-
ans-affairs-eric-k-shinseki/

3  Department of Veteran Affairs, National Center for Veterans Analysis and Statistics, Trends in Veterans with 
a Service-Connected Disability: FY1985 to FY2012 http://www.va.gov/vetdata/docs/QuickFacts/SCD_quickfacts_
FY2012.pdf (accessed June 12, 2015).

4  Syracuse University Institute for Veterans and Military Families, The Employment Situation of Veterans May 
2015 http://vets.syr.edu/wp-content/uploads/2015/06/IVMF_Employment-Situation-for-May-2015.pdf (accessed 
June 10, 2015).
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• A point-in-time count of homeless Americans in January 
2014 determined that there are 49,933 homeless Veterans, 
representing 8.6 percent of the total homeless population. While 
this is a significant decrease of 33 percent from 2009’s rate of 
homelessness, Veterans still have a significantly higher likelihood 
of becoming homeless as compared to non-Veteran civilians.5 

These and many other challenges common with the Veteran population 
necessitate a thoughtful and comprehensive approach to meeting the 
transportation needs of Veterans in the King County. Transportation to and 
from Veterans medical facilities requires increased coordination and planning 
between public transportation agencies, nonprofit transportation providers 
and volunteer transportation services. Assistance transporting Veterans 
to places of employment or potential employment is vital, in addition to 
transportation to human service centers. The absence of coordinated, 
effective transportation services and sufficient knowledge distribution has 
the potential to adversely influence the health and wellbeing of the Veteran 
population. 

5  U.S. Department of Housing and Urban Development, Press Release: HUD, VA, and USICH announce a 33 
percent Drop in Veteran Homelessness Since 2010 http://portal.hud.gov/hudportal/HUD?src=/press/press_releas-
es_media_advisories/2014/HUDNo_14-103 (accessed June 12, 2015).
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Objectives of this Report

This project conducts a transportation needs assessment for Veterans in King 
County, Washington. This report is a project of the King County Mobility 
Coalition and Coalition staff housed at Hopelink, a non-profit social 
services agency and transportation agency. Hopelink currently has several 
transportation programs that are available to Veterans and operates Vets-Go.
com, an online resource to help improve the mobility of Veterans, military 
service members, and their families in the Central Puget Sound region.

The purpose of this report is to support the collaborative efforts of the King 
County Mobility Coalition to improve transportation use and awareness 
for the Veterans in King County and the Puget Sound. The results will be 
incorporated into local implementation projects.

The specific questions we address in the study are: 

• What are the unique transportation challenges and needs of 
King County Veterans? What sub-populations within the Veteran 
community are in the most need for transportation services?

• What transportation services and resources 
are currently available to Veterans? 

• To what extent are Veterans aware of existing transportation 
options in King County and how can the partners in the King 
County Mobility Coalition increase Veteran awareness?

• What are the best methods and strategies for conducting outreach to 
Veterans, military service members and their families in King County? 

• What information networks and technology do Veterans 
currently use to find information about transportation?

• What kinds of services and programs would improve 
the mobility of Veterans in King County?
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The Current State of 
Veterans

VETERANS IN THE UNITED STATES, 
WASHINGTON STATE, AND KING COUNTY

United States Veterans make up over eight percent of the adult U.S. 
population.6 Those individuals who have served in the current Global War 
on Terrorism number about 2.5 million.7 The number of returning younger 
Veterans represents a significant portion of the Veteran population; however, 
the majority of the American Veteran population is represented by those who 
served during the Vietnam War era.8

According to the VA’s Center for Veterans Analysis and Statistics, there are 
an estimated 604,000 Veterans in the state of Washington.9 Estimates for the 
population of Veterans living in King County range between 114,000 and 
119,000 Veterans.10 The area with the highest proportional representation 
of Veterans is the South King County area. While only 36 percent of King 
County’s total population lives in this region, 42.9 percent of the total 
Veteran population is represented there.11 This is likely due to a variety of 
reasons, some of which include closer proximity to the VA Hospital in South 
Seattle and Joint Base Lewis-McChord and more affordable housing. Around 
eight percent of King County Veterans live in North King County, while 

6  U.S. American Community Survey, Fact Finder, Veteran Status 2009-2013 American Community Survey 5 Year 
Estimates http://factfinder.census.gov/faces/tableservices/jsf/pages/productview.xhtml?pid=ACS_13_5YR_
S2101&prodType=table (accessed June 1, 2015).

7  Gwen Ifill, “Majority of Veterans Say They Would Join Military Again, Despite Scars of War,” PBS, March 31, 
2014. http://www.pbs.org/newshour/bb/state-veterans/ (accessed June 15, 2015.).

8  Jon Hoskins, King County Department of Community and Human Services, Status of Veterans and Veterans 
Services in King County, February 2013. 

9  Department of Veteran Affairs, National Center for Veterans Analysis and Statistics, Veteran Population: 
Veteran Population Projection Model 2014 http://www.va.gov/vetdata/Veteran_Population.asp (accessed June 12, 
2015).

10 Ibid. and U.S. American Community Survey, Fact Finder, Veteran Status 2009-2013 American Commu-
nity Survey 5 Year Estimates http://factfinder.census.gov/faces/tableservices/jsf/pages/productview.xhtm-
l?pid=ACS_13_5YR_S2101&prodType=table (accessed June 1, 2015).

11  Chandler Felt, “South King County’s Changing Demographics,” City of SeaTac City Council, January 2012. 
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Seattle accounts for 26.5 percent and East King County holds 22.1 percent of 
the Veteran population.

Similar to national statistics, the vast majority of King County Veterans are 
representatives of the Korean and Vietnam 
War eras, but the number of Veterans 
representing these eras is in decline. Figure 1 
shows the number of Veterans represented in 
King County in 2007 and 2010. As shown, 
Veterans representing all wars with the 
exception of the Gulf War have declining 
numbers between 2007 and 2010, suggesting 
higher concentrations of Veterans from the 
Gulf War and the Iraq/Afghanistan Wars in 
the future, as current service members 
transition out of the military.

MAJOR BARRIERS 
AND CHALLENGES TO 
VETERANS’ MOBILITY
Three trends that affect the mobility of 
Veterans nationally and specifically in King 
County include:

• An aging Veteran population 
with many Veterans experiencing 
increased need for medical care.

• High rates of physical and mental 
disability including instances of 
Traumatic Brain Injury, and Post 
Traumatic Stress Disorder.

• High rates of Veteran homelessness 
and Veterans living in poverty.

Aging Veterans

Following national trends, the majority of Veterans in King County served 
during the Vietnam War era. Many are aging out of the workforce and 
transitioning into retirement as seen in Figure 3. Age can greatly affect 

Figure 1
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mobility as Veterans will increasingly enter into disability status as physical 
and psychological health issues emerge. Elderly individuals may not be able to 
drive themselves, and many may be forced to reduce the number of transit 
trips taken due to a variety of health reasons. Additionally, while aging 
Veterans may lose their ability to drive a 
personal vehicle, the need for medical care 
and trips to the hospital will increase for 
this population. Transportation for aging 
Veterans to medical services and other basic 
needs such as grocery stores and community 
centers is vital to ensuring the health and 
self-sufficiency.

Research shows that people over the age 
of 65 are less likely than young people 
to use public transportation. Today only 
1.3 percent of trips taken by people 
over 65 are on public transportation12. 
Though Veterans have a higher incidence 
of disability than the population as a 
whole, some elderly Veterans may not 
take advantage of transportation services 
available through the Americans with 
Disabilities Act (ADA) Paratransit services 
due to a multitude of reasons including 
a lack of knowledge of these options, or 
being uncomfortable while using public 
transportation.13 Aging Veterans’ quality 
of life and their contributions to the 
community are greatly dependent on 
flexible and convenient transportation 
options.

12  Rosenbloom and Stahl, “The National Cooperative Highway Research Program,” (prepared for the Transit 
Cooperative Research Program), 2006; 2003. 

13  The Americans with Disabilities Act is a civil rights law passed in 1990 that requires equal access to public 
transportation for people who have disabilities. Transit providers such as King County Metro provide regular bus 
service to people who are unable to take the bus via a fleet of accessible vehicles. In order to use Paratransit services, 
persons in King County must be found eligible by going through an evaluation process at Harborview Medical 
Center.

Figure 2

KING COUNTY
POPULATION BY REGION (2010)
King County Department of Community and Health Services:
Status of Veterans and Veterans Services in King County, Feb. 2013
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Veterans with Disabilities

While aging Veterans will experience an 
increase in physical and mental disabilities 
that inhibit their mobility, there is also 
a newer group of Veterans from the Iraq 
and Afghanistan wars that represent a 
divergent set of characteristics from the 
elder cohort. These Veterans are subject to 
increased deployment, exposure to complex 
toxins, increased sources of trauma, and 
higher survival rates than past generations. 
This contributes to significant rates of 
disability, post-traumatic stress disorder 
(PTSD), depression, and behavioral 
difficulties in younger Veterans. 14 The 
American Community Survey estimated 
in 2013 that there were 15,432 Veterans 
in King County with a service connected 
disability rated by the VA.15 There are 
nearly 105,000 military service members 
that have been diagnosed with PTSD and 
about 69,000 have been diagnosed with 
depressive disorders nationally according to 
the VA.16 Veterans with disabilities serving 
in wars from the Gulf War to the present 
are more likely to have service-connected 
disabilities than those Veterans in prior 
wars. Figure 3 shows where Veterans live 
in association to geography and disability 
in King County. The largest percentage of 
Veterans with disabilities live in South King 
County, representing 42 percent of total 
King County Veterans receiving disability 
compensation. Veterans with disabilities 

14 Jon Hoskins, King County Department of Community and Human Services, Status of Veterans and Veterans 
Services in King County, February 2013. 

15  U.S. American Community Survey, Fact Finder, Veteran Status 2009-2013 American Community Survey 5 
Year Estimates http://factfinder.census.gov/faces/tableservices/jsf/pages/productview.xhtml?pid=ACS_13_5YR_
S2101&prodType=table (accessed June 1, 2015).

16  Veterans Health Administration, Office of Public Health and Environmental Hazards, Analysis of VA Health 
Care Utilization Among US Global War on Terrorism (GWOT) Veterans: OEF/OIF. Washington, DC: May 2009 (fact 
taken from Swords to Plowshares)

Figure 3
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VETERANS RECEIVING VA DISABILITY COMPENSATION
Veterans Administration Benefits Distribution (2011)
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Veterans Administration Puget Sound Health care System (2011)
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are represented and distributed evenly in King County relative to the total 
Veteran population in King County.

Disability and disability compensation are significant factors to discuss when 
evaluating the transportation needs of the King County Veteran population. 
Veterans from the Gulf War to the present, who have higher rates of service 
connected disabilities, are more likely to receive VA benefits for PTSD, 
traumatic brain injury (TBI), depression or anxiety and thus more likely to 
travel frequently to VA Hospitals17. These disabilities can make accessing 
transportation difficult.18 For Veterans with service-related injuries, there are 
many VA services available to assist them with transportation needs, however, 
coordination and knowledge of these services is often a substantial obstacle.19 
For Veterans with disabilities, convenient and affordable transportation 
can enhance access to education, employment and social services as well as 
facilitate participation in economic, social and political processes. Ultimately, 
transportation for Veterans with disabilities is vital to ensuring that they 
receive healthcare and other basic needs services. 

Homeless, Impoverished, and Unemployed Veterans

The unemployment rate is at approximately 5 percent for Veterans nationally 
according to the Bureau of Labor Statistics, almost identical to the total 
civilian unemployment rate in the same time period. Nationally, veterans 
who served in Iraq or Afghanistan have higher rates of unemployment; in 
May 2015 they had a 4.2 percent increased chance of being unemployed 
as compared to the civilian population.20 In 2013, there were an estimated 
total of around 6,000 unemployed Veterans living in King County.21 While 
unemployment has steadily decreased for Veterans in the past five years, 
unemployment and limited income can still be a barrier for many in the 
region in obtaining adequate transportation. Furthermore, a lack of adequate 
transportation can be a significant barrier to getting a job and maintaining 

17  Seal KH, Bertenthal D, Miner CR, Sen S, Marmar C., “Bringing the War Back Home: Mental Health Disor-
ders Among 103 788 US Veterans Returning From Iraq and Afghanistan Seen at Department of Veterans Affairs 
Facilities,” Arch Intern Med. 2007;167(5):476-482.

18  Hou, Zhou, and Zou. “Intelligent Urban Public Transportation for Accessibility Dedicated to People with 
Disabilities”, Sensors, Vol. 12. Issue 8. 2012.

19  National Resource Center on Human Services Transportation Coordination, Transportation for America’s Vet-
erans and their Families http://web1.ctaa.org/webmodules/webarticles/articlefiles/NRCVeterans.pdf (accessed 
June 8, 2015).

20  Syracuse University Institute for Veterans and Military Families, The Employment Situation of Veterans May 
2015 http://vets.syr.edu/wp-content/uploads/2015/06/IVMF_Employment-Situation-for-May-2015.pdf (accessed 
June 10, 2015).

21  U.S. American Community Survey, Fact Finder, Veteran Status 2009-2013 American Community Survey 5 
Year Estimates http://factfinder.census.gov/faces/tableservices/jsf/pages/productview.xhtml?pid=ACS_13_5YR_
S2101&prodType=table (accessed June 1, 2015).
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employment. Job searches often require twice as many trips a day for those 
not working as for those who do work.22 Veterans who live in rural parts 
of King County are particularly vulnerable to transportation difficulties 
that contribute to unemployment. For rural families, the lack of adequate 
transportation is a significant barrier that limits the ability to find, get, and 
keep a job and ultimately leads to less pay.23 Suburban geography also has its 
transportation challenges, according to poverty researchers only 29 percent of 
residents living in low-income suburban areas, including Seattle, Tacoma, and 
Bellevue, can access jobs within a 90 minute public transit commute.24

Over 17,000 Veterans are low income and living below 200 percent of 
the federal poverty level in King County, and more than 5,900 are living 
below 100 percent of the federal poverty level as of February 2013.25 This 
correlates to the higher rates of homelessness among the Veteran population. 
Veterans are overrepresented in both the national and King County homeless 
population. While Veterans make up around 8 percent of the King County 
population, an estimated 21 percent of single homeless male adults in King 
County are Veterans.26 Veterans who are homeless have a large need for 
transportation, especially to get to services such as case management, food 
banks, shelters, counseling, and help finding employment which are all 
necessary services in order to become housed and financially stable.

22  Douglass, Horton, Houston, and Shaw. “Los Angeles County CalWORKs Transportation Needs Assessment”, 
(prepared for The Ralph and Goldy Lewis Center for Regional Policy Studies UC Los Angeles), May, 2001. 

23  Fletcher, Garasky, Jensen, and Nielsen. “Transportation Access: A Key Employment Barrier for Rural Low-In-
come Families”, Journal of Poverty, 14:2. April, 2010. 

24  Tomer, Kneeboe, Puentes, and Berube “Missed Opportunity: Transit and Jobs in Metropolitan America”. 
Brookings, May 21, 2011.

25  Jon Hoskins, King County Department of Community and Human Services, Status of Veterans and Veterans 
Services in King County, February 2013. 

26  Ibid
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The Current State of 
Veterans Transportation

A wide variety of transportation options are available to Veterans in King 
County. This includes transportation services for both non-Veteran civilians 
and Veterans, cost-reduction programs for seniors and individuals living 
on limited income, and specialized transportation resources exclusively for 
Veterans such as transportation to the VA Medical Center in Seattle. The 
following three sections review all transportation options for King County 
Veterans, and also offer a snapshot of national and regional innovative 
transportation initiatives that have been successful in improving Veteran 
transportation.

GENERAL TRANSPORTATION OPTIONS 
AND RESOURCES IN KING COUNTY

King County Metro and Sound Transit provide public transportation in 
King County. Local bus transit and bus rapid transit (BRT) services are 
provided by both providers and Sound Transit also provides light rail and 
train services throughout King County. Transit is often the most cost-effective 
mode of travel for people with limited income. In addition to these two major 
providers, there are a variety of community transportation services provided 
by mostly non-profit organizations. This includes volunteer driver programs 
and shuttles. Veterans use both King County public transportation services 
and community transportation programs for a number of transportation 
needs, including but not limited to employment, medical care, shopping, and 
recreation. There are a variety of transportation options available to Veterans 
but most can be simplified into two categories: public transit and community 
provided transportation.27 Even with a variety of options, service gaps still 
remain. 

27  Examples of community provided transportation include: Senior Services Hyde Shuttles, Catholic Community 
Services Volunteer Chore Services, Eastside Friends of Seniors Volunteer Transportation, American Cancer Society 
Road to Recovery Program, and other various programs. More examples can be found under the find a ride tool 
at Vets-Go.com.
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While public transportation is cost effective for some and many community 
transportation programs are free, fare for the bus and other modes can still 
be out of reach for many Veterans, especially for those who are unemployed, 
homeless, or living with disabilities. There are several programs available 
to both Veterans and civilians in King County that reduce fare costs. For 
example, King County Metro provides reduced fare bus passes for individuals 
with disabilities. 

Transportation assistance and cost reduction programs available to Veterans 
in King County include, but are not limited to:

• Regional Reduced Fare Permit (RRFP) – ORCA pass with 
reduced fare for qualified seniors and people with disabilities.

• ORCA LIFT Program – ORCA pass with reduced fare for people 
with household income less than double the federal poverty level.

• Taxi Scrip Program –Discount taxi fare books for 
purchase for seniors and people with disabilities.

• Human Services Bus Ticket Program – Community agencies 
provide low-income and homeless individuals with reduced fare 
bus tickets through a program with King County Metro.

• Hopelink Medicaid Transportation – Reimbursement 
for transportation to and from medical appointments 
for individuals who qualify for Medicaid.

Though the options are many in King County, Veterans still consistently cite 
difficulties accessing services due to transportation challenges. The VA- Puget 
Sound Medical Center is a necessary destination for many King County 
Veterans. Long trip distances make it difficult for many disabled and homeless 
Veterans to access the benefits they are entitled to. In fact, many Veterans do 
not receive benefits due to the difficulty in getting to the VA-Puget Sound 
location.28

VA AND VETERANS SPECIFIC 
TRANSPORTATION SERVICES

Because of the elevated incidence of physical and mental injury specific to the 
Veteran population, transportation services to and from medical facilities is 

28  King County Department of Community and Human Services, Veterans Needs Housing and Services in King 
County Veterans, February, 2011.
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a central priority. King County Veterans seek medical care in several places, 
but comprehensive care and coverage is limited to Veterans Affairs (VA) 
medical facilities for those Veterans without private or work related medical 
coverage. Medical facilities include Department of Veterans Affairs Hospitals, 
Mobile Clinics, and State Residential Facilities. While these facilities are 
located throughout King County, transportation benefits to access these 
facilities are not covered for all Veterans, nor are the full transportation 
costs of accessing medical facilities covered for those who qualify.29 Travel to 
medical appointments can also be a hardship for many Veterans because of 
extended travel times and limited transportation options. The Washington 
State Department of Veterans Affairs Strategic Plan 2010-2014 indicated that 
although U.S. Department of Veterans Affairs provides medical care through 
the VA Medical Centers, many returnees have difficulty accessing services due 
to lack of transportation, distance to the facilities, or the lack of a family or 
community support network.

The transportation options and assistance programs to and from the VA in 
Seattle include:

• Disabled American Veterans Volunteer Transportation Network 
(VTN) – The DAV’s VTN Program utilizes volunteers to drive 
ambulatory Veterans to and from VA medical facilities for treatment. 
The DAV has had a Memorandum of Agreement with the VA since 
1987 to provide transportation for Veterans to medical centers.30

• VA Veteran Transportation Service (VTS) – The VA has implemented 
a pilot program that provides free transportation to and from 
the Seattle VA Puget Sound Medical Center for Veterans with 
disabilities particularly those living in remote or rural areas. As part 
of the program, there are two accessible vans-equipped with lifts 
and GPS software. At the time of this report, one van is stationed 
in Everett and the other stationed in Pierce County but serving 
both King and Pierce Counties. The program’s capacity is quite 
limited and as a newer program has faced operational challenges.

29 U.S. Department of Veterans Affairs, Beneficiary Travel Frequently Asked Questions http://www.va.gov/heal-
theligibility/Library/FAQs/BeneTravelFAQ.asp#eligible (accessed March, 2013). 

30  Disabled American Veterans, I Need A Ride http://www.dav.org/veterans/i-need-a-ride/ (accessed June 17, 
2015).



12

King County Mobility Coalition - Hopelink

• VA Beneficiary Travel Program - The Veterans Health Administration 
(a branch of the United States Department of Veterans Affairs 
that manages Veteran health care) reimburses Veterans for 
certain transportation expenses if those expenses are part of 
VHA-provided or VHA-authorized outpatient and inpatient 
medical services, and other criteria met. Reimbursement is 
done through direct deposit after a round trip is complete. 

In fall of 2014 the Veterans Access, Choice, and Accountability Act (VACAA) 
was passed which implemented a new VA policy called the Veterans Choice 
Program in order to decrease travel burdens and appointment waiting times 
for Veterans. The program allows Veterans living 40 miles or more from the 
nearest VA Medical Center (VAMC) and/or Veterans who are unable to get 
an appointment within 30 days at the nearest VAMC to receive care from a 
closer non-VA healthcare center.31 While this program has been applauded by 
some in the Veteran community, other Veterans and service providers have 
expressed concern about the program’s limits and possible loopholes. In an 
interview about Veterans transportation, a Veterans advocate explained that 
the policy ensures that the VA is still the gatekeeper for making decisions 
about Veterans’ health: “The VA could at anytime claim that you can get an 
appointment within a month, but what is the reality of that?” Even with the 
VA’s Veterans Choice Program and other transportation options, traveling 
to and from VAMCs is one of the biggest challenges for many Veterans 
throughout King County. 

INNOVATIVE VETERAN TRANSPORTATION 
INITIATIVES AND PROJECTS

Washington State has one of the highest concentrations of Veteran 
populations living in both urban and rural areas compared to other states. 
Because of the diversity of population distribution in Washington, there are 
unique transportation challenges. A few examples of statewide initiatives and 
projects addressing transportation challenges facing Veterans in Washington 
are:32

• Transportation providers have proposed sharing vehicles among 
programs to serve rural areas and lessen travel times (Peninsula RTPO)

31  U.S. Department of Veterans Affairs, Veterans Choice Program http://www.va.gov/opa/choiceact/fact-
sheets_and_details.asp (accessed 5/28/2015).

32  Agency Council on Coordinated Transportation, Veterans Transportation in Washington, 2011.
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• Snohomish County Senior Services is using a “travel ambassador” 
model to perform outreach and education to Veterans in the 
Snohomish county area (Puget Sound Regional Council)

• Valley Transit has developed a grant to provide transit service to a new 
Veterans facility in the Tri- Cities (Benton-Franklin-Walla Wall RTPO)

• The Human Services Council and local transportation brokers 
in Southwest Washington developed a comprehensive Veteran’s 
outreach strategy intended to link Veterans to transportation 
resources through greater education and awareness (Southwest 
Washington Regional Transportation Council)

In addition to reviewing a number of articles and reports outlining the 
unique transportation challenges facing Veterans in King County and 
throughout Washington, we reviewed a number of community responses, 
or best practices-type reports aimed at improving Veteran transportation 
throughout the US. We reviewed these sources to get a better understanding 
of the various forms of innovative Veteran transportation improvements 
occurring across the nation as well as how these areas target Veteran 
subpopulations with improved transportation features. The following cases 
are cited in a number of sources as having innovative and effective outcomes 
to improving Veteran transportation that we feel are most relevant to King 
County:

• Portland, Oregon TriMet – TriMet coordinates with Medicaid 
programs in urban areas to serve Veterans transportation needs33

• Minnesota Department of Veterans Affairs –Veterans 
with disabilities are now able to use public transportation 
for free through a Veteran identification program34

• San Francisco, California Metro Transit Authority – The Transit 
Authority ensures each transit vehicle is wheelchair accessible, 
discounts fairs for all disabled Veterans, provides local service to VA 
facilities, emphasizes handicap accessible taxicabs, and focuses on 
providing transportation for people with disabilities to any location35

33  Transportation Research Board, “Transit Agency Participation in Medicaid Transportation Programs”, Federal 
Transit Administration, 2006.

34  Minnesota Department of Veterans Affairs, http://www.mdva.state.mn.us/, (accessed May 24, 2013).

35  Metropolitan Transportation Commission, “Draft Coordinated Public Transit-Human Services Transportation 
Plan Update”, Appendix G. Veteran’s Transportation Needs, Public Draft, March 2013.
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• Des Moines, Iowa Area Regional Transit – The Des Moines 
Regional Transit provides enhanced transportation services 
to VA Medical Centers through improved coordination 
with “Bus Plus” daily routes and Paratransit to ensure 
transportation needs are met for the area’s Veterans36

Reports on these regional transportation systems highlight significant 
improvements in Veteran transportation by focusing on disabled Veterans 
transportation needs, Veterans in need of medical care through VA 
facilities, cost-reduction strategies for lower income Veterans and, above 
all, the necessity for improved coordination between Veteran and public 
transportation systems. Successful implementation of these practices involves 
sharing responsibility between public and Veteran transportation services 
and coordinating between Veterans, nonprofit transportation providers, 
alternative ride schedulers, integrated rural transportation systems and 
qualified volunteer drivers. These findings inform the recommendations in 
the final chapter of this paper and justify targeting vulnerable subpopulations 
of King County Veterans for this analysis. 

36  Burkhardt, Rubino and Yum. “Improving Mobility for Veterans Transit Cooperative Research Program,” 
Research Results Digest, 99. April 2011. 
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Research Methods 

We used a number of research methods in order to assess the transportation 
needs of Veterans in King County. Even though we used an array of data 
collection strategies to gain a holistic perspective of the transportation 
challenges Veterans face, this still does not ensure that this Needs Assessment 
is representative of all Veterans’ experience in King County. We used the 
following methods in this report:

• Literature Review - A review of current data, reports, and case 
studies was conducted in order to identify existing research 
with a focus on Veterans and special needs transportation 
nationally, statewide, and regionally in King County.

• Interviews - Interviews were conducted by two students at the Evans 
School of Public Affairs between the months of February and 
March in 2013. These interviews were with experts from Veterans 
service providers, transportation agencies, and other relevant 
backgrounds. An additional five interviews were conducted 
in May 2015 with similar veteran community professionals 
to gain insight about any changes in Veterans transportation 
needs since the previous interviews were conducted. 

• Focus Groups and Community Meeting Forums - Four public meetings 
relating to special needs transportation and Veterans were attended 
between March and May 2013. This included meetings for the 
Eastside Easy Rider Collaborative, Compass Housing Alliance 
Shoreline Veterans Program, North King County Mobility Coalition, 
and the Veterans Transportation Steering Committee. Three 
focus groups with a total of 19 participants were conducted at 
different transitional and permanent housing programs in 2013. 
The locations included the Pioneer Human Services’ Mark Cooper 
House in South Seattle, Compass Housing Alliance’s Veterans’ 
Program in Shoreline, and Imagine Housing’s Andrew’s Glen 
Building in Factoria. The programs were chosen for their diverse 
locations throughout King County and the decision to direct the 
research toward those Veterans who we believe represent those 
most in need of transportation services. The King County Veteran 
population has higher rates of unemployment, homelessness and 
physical/mental disability than the population as a whole and 
these programs most often serve Veterans with these challenges. 
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• Surveys with Veterans - Sixty-six transportation needs surveys were 
distributed to three different Veterans programs in May 2015 including 
Pioneer Human Services’ Mark Cooper House and Compass 
Housing Alliance’s Renton and Shoreline Veterans Programs.
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Findings – What are the 
Transportation Needs of 
Veterans? 

Our findings derive from the information collected in the interviews with 
Veterans and transportation experts in King County, qualitative analysis of 
collected and synthesized responses from three Veterans focus groups, and 
surveys with Veterans living in transitional housing programs.

INTERVIEWS WITH SERVICE PROVIDERS 
AND VETERANS ADVOCATES

A total of 20 interviews with transportation and Veterans experts were 
conducted from 2013 to 2015. The interview protocol primarily focuses on 
two questions: what are the challenges specific to the Veteran population in 
King County that would create transportation barriers? And, what outreach 
strategies are the most effective at distributing information about services and 
transportation options to Veterans?

Challenges Specific to Veterans

Military Culture of Self-Reliance

The opinions of the experts interviewed unanimously parallel existing 
research outlined in the overview regarding the specific mobility challenges 
for King County Veterans; many Veterans are highly susceptible to emotional 
and physical disorders such as Post Traumatic Stress Disorder and Traumatic 
Brain Injury. Several interviewees also mentioned how Veterans can be 
especially difficult to reach because the culture of the military often shapes a 
Veteran to be averse to asking for assistance. An expert on Veterans training 
and support systems states: 
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“Active military culture is structured and organized. You become 

accustomed to it…deployment, war zones, firefights, and other 

stresses. There are a multitude of factors that shape you…. So 

you go from a life of guaranteed income and medical needs to 

an unstructured environment that relies on gray area. Many 

vets have chronic conditions like difficult depression and when 

they miss appointments, their condition deteriorates.”

Several of the professionals now working in the field of Veterans services are 
themselves Veterans and present insightful comments as to the culture and 
psychological molding in the military environment. One such expert noted:

“Veterans work sometimes 60 to 90 hours per week on duty. Those 

hours are stressful and stressful behavior will shape you for a long 

time. This is a culture where 22 Veterans commit suicide per 

day. This is not a culture that complains or asks for help.”

Experts agree that Veterans require medical and emotional care more often 
than the general population, yet are more reluctant to request assistance for 
their needs. At least three of the experts interviewed for this report cited this 
as a common challenge amongst Veterans and attributed this challenge to the 
self-reliance that is a cornerstone of military culture. Because of this, several 
experts focus on the importance of reaching out to Veterans with practical 
information and providing quality transportation to and from VA medical 
facilities for Veteran treatment. Isolation is an issue of the Veteran population 
that the experts interviewed say complicates the provision of services. Some 
point to the large number of Veterans who live in rural areas of King County 
who have limited access to transportation services, and as such, will most 
certainly not receive optimal care. Additionally, many isolated Veterans living 
in King County are moving into an elderly demographic and will be urgently 
in need of additional services, especially as some of them will lose the ability 
to drive as a result of increased health issues as noted in previous research 
cited on p.6-7.
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Transportation and Access to the Seattle VA Medical Center

Another specific challenge for Veterans in King County is getting to the 
VA Medical Center in Seattle’s Beacon Hill neighborhood. This is a 
major destination for Veterans and was discussed as such in the majority 
of interviews. The VA Puget Sound Health Care System, which includes 
both the VA Hospital in Seattle and American Lake, is the primary referral 
site in the Northwest and serves Veterans living in Alaska, Oregon, Idaho, 
Montana and Washington.37 While there are Community Based Outpatient 
Clinics accredited by the VA scattered throughout King County, including 
locations in Federal Way, North Seattle, and Bellevue, there was a consensus 
among interviewed experts that the majority of Veterans are skeptical as to 
the quality of care at these clinic locations. According to multiple Veteran 
service specialists, most Veterans who have VA health care prefer to travel 
to the VA Hospital in Beacon Hill even if it requires long travel times from 
their place of residence.38 Some Veterans’ deteriorating physical and mental 
health, in combination with barriers such as limited financial resources and 
time constraints, make getting to medical appointments at the VA even more 
challenging as a Veteran outreach specialist and case manager mentioned:

“The time that it takes to get [to the VA] is a challenge. 

Being able to afford it, and being disciplined enough to 

take transportation on a bus, you have to be patient. 

Some of these guys, their patience is wearing thin.” 

Transportation Challenges for Special Needs Populations

While Veterans face many challenges in finding transportation and accessing 
services that are specific to the experience of being a Veteran, many of the 
challenges they experience can be framed within the larger context of special 
needs transportation. Specifically, cost and overall feasibility were the most 
cited challenges that Veterans face in finding transportation according to the 
five expert interviews conducted in May 2015.

Cost is frequently cited as a big hurdle for Veterans and special needs 
populations requiring transportation to medical appointments and other 
activities. For Veterans who are homeless or living on low income, the 
bus is the only viable option, as having a personal vehicle, or using private 

37  Department of Veteran Affairs, VA Puget Sound Health Care System http://www.pugetsound.va.gov/about/
index.asp. (accessed June 1,2015).

38  Interviews conducted with two experts in May 2015.
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paid services are beyond their financial capabilities. While there are many 
programs that help lower the costs of public transportation such as ORCA 
programs, including the Regional Reduced Fair Permit and the Low Income 
Fare ORCA LIFT Program, these cost reduction programs do not eliminate 
the cost for transportation, they only mitigate it. A case manager at a 
community based organization noted that even reduced fare permits are 
expensive for someone who is homeless and living with extremely limited 
financial resources:

“When you are living on VAB [VA Benefits] or awaiting social 

security disability, receiving ABD [Aging, Blind Disabled] 

Funds, you receive 190 dollars a month. Affordable access 

is important. Think about taking away 36 dollars of 190. 

It is a significant amount of their monthly income.”

Even if a Veteran is able to afford the cost of public transportation, using 
the bus system is not always feasible with other barriers that they face such as 
limited bus frequency and routes, time constraints, and a lack of accessible 
sidewalks. An expert in special needs transportation who often talks to 
Veterans who are applying for Access paratransit services spoke about the 
challenges for Veterans who use mobility devices and who have appointments 
at the VA Hospital in Seattle:

“The challenge that the Veterans identify for appointments 

currently is the construction at the VA. [It] is really a detriment 

for people who can usually get to the VA using the bus system. 

They are now not able to do that. So we are seeing some recent 

people who are applying for Paratransit service… The Vets are 

saying that there is no safe way for them to get to the hospital 

from the bus stop with the construction going on there.” 

Veterans who have access to other transportation modes such as getting a ride 
with a friend or family member cannot always rely on their peers for rides, 
especially for Veterans who have serious medical conditions which require 
frequent follow-up appointments with their healthcare provider.
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Outreach Strategies and Veterans’ Knowledge of Resources 

Reaching the Veteran population with information about transportation 
benefits and services is of concern to the experts interviewed. A few 
questioned the ability of older Veterans to embrace technology that will allow 
for improved information distribution. Others talked about the Veterans 
just leaving the military and the shortcomings of the military institution in 
providing these recent Veterans with valuable resources and information 
for their transitions to civilian life. Though they individually had different 
ideas on how to successfully execute outreach to the Veteran population, 
they all mentioned the significant lack of coordinated resource information 
available to Veterans. Several mention traditional strategies for outreach 
such as PSAs, informative classes, or simple word-of- mouth to target specific 
subpopulations of the Veteran community, but all insinuate the need for an 
“all-of-the-above” approach to effectively reach the community as a whole; “all-
of-the-above” meaning that a range of outreach methods will be necessary to 
target a population with such a diverse composition. All additional interviews 
conducted in 2015 further supported this approach of outreach to Veterans. 
A particularly savvy solution comes from a Veterans service provider director, 
who said:

“Older Veterans are moving toward technology. Most have a Facebook 

now, so we can only assume they are catching on. That said, there 

are some we will never capture for outreach, but most have web-

based capabilities. We would like to use one resource on a phone 

app or web page that captures all the resources available. People 

who like Google and Yelp like these websites for this aspect. We 

can have an app through Veterans Affairs Assistance Program 

that allows quick access to things like job-searches, career guidance, 

disability education and transportation. Veterans can use this type 

of technology as a concierge service…a freeway of information.”

This testimony alludes to a common perception shared among Veterans and 
Veterans professionals that information is not centrally located and therefore 
accessing information is a significant barrier to optimal service delivery. This 
universal challenge appears to transcend disability, age or income. Veterans 
experts agree that their clientele lack sufficient knowledge of existing services 
in King County, suggesting that nonprofit organizations and the VA have 
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not found ways to effectively distribute information to Veterans in the 
community. This indicates an information gap that is disadvantageous for 
both recent Veterans and older Veterans in need of immediate additional 
services. 

Because the information gap is not limited to a specific segment of the 
Veteran population, but resonates throughout its entirety, one outreach 
professional talked about the necessity of having a multi-dimensional 
approach to Veteran outreach that considers the wide variety of needs and 
cliques associated with such a diverse population. He offers this multi-
dimensional suggestion: 

“The best way to reach Iraq and Afghanistan Veterans is through 

college functions, job fairs and vocation training schools; especially the 

younger crowds. Talk to counselors for referrals. For the older Veterans 

with special needs, you need to get information out to homeless shelters 

and distribute it through the VA hospitals. There are also a number 

of one-stop-shopping events for Veterans around the Sound that get a 

really good turnout…the “Stand Down” events are great. Many of these 

events have a turnout of usually 200 or so Veterans and this happens 

four times per year. You have to go to local churches and community 

Veterans clubs. Reaching Veterans will take a lot of ground work.”

Additional interviews confirmed that knowledge about existing services is 
still a major challenge and that reaching Veterans requires a diverse array 
of tactics. In an interview with a Veteran who does case management and 
is a VA claims agent, he identified that the best way to get information to 
Veterans is through the service provider network:

“I think the best way that information gets sent out is that it 

becomes relevant to the folks that are working with Veterans 

and then they end up discussing it with Veterans that they are 

working with, so it becomes this one on one discussion.”

Overall, a commonality in almost all interviews was the necessary flexibility of 
individuals who work with Veterans. The majority of experts interviewed who 
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work directly with Veterans owned personal vehicles and frequently drove to 
meet Veterans at their location:

“There are a lot of folks that really have to alter how they deliver 

services to Veterans based off their transportation challenges. I do a 

lot of work remotely; I meet Veterans close to where they live. I try 

to make all my documentation something I can do over the phone 

because it can often be difficult to have a Veteran come see me.”

FOCUS GROUPS WITH VETERANS

The results from the focus groups conducted in 2013 yielded valuable 
information on the transportation habits and transportation knowledge of 
one of the most vulnerable cross sections of the Veteran population in King 
County. Though the results presented from focusing on these particularly 
disadvantaged groups (Veterans who were previously homeless) is in our 
opinion the most advantageous for use by Hopelink and other transportation 
service providers, there are limitations from focusing specifically on Veterans 
living in transitional housing. The responses will be limited to a population 
with very limited income who may have been incarcerated, may have been 
homeless, and may have a physical or mental disability. Because of this, the 
results from the focus groups will not necessarily reflect the transportation 
needs of others, such as the single mother Veteran, gainfully employed 
Veterans, or recently discharged Veteran entering college or vocational school. 
Getting a more complete picture of the overall transportation needs of 
Veterans and their families in King County will require additional research 
outside the scope of this project. We structured the focus group results into 
four major categories of information.

Focus Group Questions:

1. Where does this cross section of the Veteran population need to go 
most often and what methods of transportation are most often used? 
What level of awareness of existing transportation services and benefits 
do the Veterans have? 

2. What factors are most valuable to Veterans in their transportation 
services? 
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3. What are the positive and negative experiences the Veterans have had 
with existing transportation options and how has this shaped their 
usage?

4. What are the most significant barriers to accessing reliable 
transportation? 

Popular Destinations, Mode of Transportation,  

and Awareness of Options and Benefits

We asked each respondent in the focus groups to list his/her top five travel 
destinations each month and what mode of transportation she/he most often 
uses to get to these destinations. While the responses were varied, medical 
appointments, employment/employment training and grocery shopping were 
the most popular destinations for those interviewed in the focus groups. 
The second most popular destination type can be categorized as social or 
recreational; responses such as church, friends, and exercise fall into this 
category. Because of the limited finances of the Veterans interviewed in the 
focus groups, it is not surprising that the vast majority of the Veterans did not 
have personal vehicles and most relied heavily on public transportation, and a 
few on friends and family for their transportation needs.39

Top Five Destinations in Order of Popularity:40

1. Medical Appointments

2. Work/School/Training

3. Grocery Shopping

4. Recreation

5. Friends and Family

Top Five Transportation Modes:41

1. Bus

39  Popularity measured by tallying first choices of each respondent, then eliminating first choices and repeating 
the tally for each type of destination. Because of open form structure of the focus groups, responses to the questions 
often yielded a number of irrelevant results and varied response rates. 

40  (# of respondents) In order of most to least popular when asked where participating Veterans go most often– 
Medical (9), Work/Training (6), Grocery (5), Recreation (5 – second choice), Friends and Family (5-third choice)

41  Bus (14 –often ride), Walking (12-often), Friends/Family (11 – sometimes), Light Rail (7-often), Personal Vehi-
cle (4 – often)
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2. Walking

3. Friends/Family

4. Light rail/train

5. Personal Vehicle

The awareness level of transportation options available in King County to 
Veterans is mixed among the focus group participants. Most participants 
indicated knowing of some forms of Medicaid transportation, and all but 
two participants indicated knowing about or using the Regional Reduced 
Fare Permit. Most respondents had heard of the Dial-a-Ride (DART) system, 
but had not used the DART system. The majority of participants were not 
aware of the taxi scrip programs nor of the multitude of volunteer Veterans 
rideshare programs available through many churches and senior centers42. 
Many stated that in addition to not knowing about the services available 
to Veterans, they also did not know where to find information about these 
services43. These results suggest that while some programs are being promoted 
well, others are not, pointing to a need for more comprehensive listings 
and improved outreach campaigns designed to inform Veterans of the 
transportation services in the county. 

Services the Majority of Participants Listed as “Never Heard Of”  

or “Used Rarely”:44

• Taxi Scrip Program

• Rideshare Programs

• Medicaid Transportation

• Senior Services Volunteer Transportation or Hyde Shuttles 

Transportation Information Distribution

We asked focus group participants to talk about the most and least helpful 
types of assistance that they thought would influence awareness and use of 
Veteran transportation options. We started by listing a number of assistance 
types that could hypothetically improve their transportation experiences 

42  14 respondents indicated “Never heard” of taxi scrip and 5 responded they “rarely” used it or “used it once”. 

43  3 respondents indicated not knowing where to find information about coordinating a trip through the VA. 

44  (# of respondents indicating “Never” or “Rarely Used”) Taxi Scrip (19), Rideshare Programs (12), Medicaid 
Transport (14), Senior Services Volunteer Shuttles (19)
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and inform them of their transportation options around the county. We 
listed informative transportation related emails, informative standard mail 
solicitations, a comprehensive website of Veteran transportation services, a 
smart phone app and increased personal attention in the form of workshops 
or demonstrations. Following this question, we asked each Veteran to suggest 
ways we could better reach them with valuable transportation information in 
the future. The participants stated that each of the outreach methods we listed 
would be roughly valued equally, with the exception of personal attention 
in the form of demonstrations and workshops, which were noted as being 
slightly less valuable to the participants45. This is not surprising considering all 
of the participants, with the exception of one, identified buses as being their 
main source of transportation; most navigate the public transportation system 
on a daily basis and therefore feel confident that a transportation speech or 
instructional outing would do little to improve their transportation awareness. 

Although all information delivery methods were for the most part valued, 
a few Veterans expressed caveats. Participants stated that they rarely had 
extra spending cash, and therefore had limitations as far as access to and 
purchasing of technology like laptops or smart phones. Because of this, several 
preferred regular mail for getting information, but thought that had they 
owned a smart phone or laptop, a one-stop point of information in the form 
of an app or website would be greatly valued. One participant put it this way: 

“I think the smart phone app idea is really good if you guys give 

us all smart phones and show us how to use them. Websites and 

emails are fine, but I don’t have my own computer either. I think 

the best for me and a lot of others at the house is standard mail. 

Even if you can’t pay your phone bill, you can still receive mail.”

Participants also noted that websites about transportation information and 
emails are all satisfactory methods of getting them information, but several 
stated that they rarely checked email and had limited time in the day to get on 
the Internet. One participant offered a popular recommendation:

45  (# participants stating they would “value” this type of assistance) Personal Demonstration/Assistance (5), Web-
site (11), Emails (10), Standard Mail (11), Mobile phone app (9). 



27

King County Veterans Transportation Needs Assessment

“Instead of doing all this reimbursement stuff and making people 

get bus passes and calling the VA for hours at a time for benefits, 

why don’t they have a courier service that would bring us (people 

housed in Veterans transitional housing units and shelters) to the 

VA medical center and back on specific routes daily? We all go to 

the VA at least two times per week and some people every day.”

Barriers to Accessing Transportation

Participants in the three focus groups listed a number of barriers to accessing 
and using transportation. The central themes running through the three 
focus groups were: 

• The cost of transportation makes having a personal vehicle prohibitive. 
The cost of technology that would assist in accessing transportation, 
such as a smart phone or laptop computer, is also too expensive. 

• Public transportation is often overcrowded, bus rides 
are long and there are too many transfers.

• Getting information on transportation benefits for 
Veterans and general public transportation information 
can be confusing and time consuming.

• VA medical transport is difficult to arrange and 
getting to VA medical centers takes too long.

Most of the participating Veterans talked about the desire to have a personal 
vehicle (only one of the participants listed a personal vehicle as their primary 
mode of transportation), but the cost of purchasing a vehicle in combination 
with purchasing gas and insurance makes the prospect out of reach for 
most. One participant comments on cost barriers and refers to the cyclical 
difficulties of escaping poverty. He notes: 
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“I don’t have a vehicle, but I used to have one. The only time 

you can get a gas voucher was if you were working. I’m disabled 

now and I don’t have the money for gas, but if I don’t have gas 

I can’t get a job. So I try the bus, but since I’m disabled it takes 

so long and I don’t know how to get anywhere on time.”

Several of the participants listed having service-related or non-service-related 
disabilities, however, very few said they had accessed Medicaid transportation 
services or VA Medical transportation services and most opted to use the 
bus system even though many dislike using the bus. Most associate the bus 
system with overcrowding, slow and infrequent bus service and difficulty with 
transfers and information. The respondents had a number of experiences 
to share regarding bus travel difficulties, especially with getting to and from 
the VA Medical Center in Beacon Hill. Because respondents all listed the 
VA Medical Center in Beacon Hill as a major destination, we asked the 
participants why they did not use one of the more convenient satellite medical 
facilities. Participants reiterated that there is a perception that VA community 
clinics offer sub-optimal care and any significant medical issue will be handled 
better by the central VA Medical Center in Beacon Hill. One respondent 
living in the North side of King County just a few miles from the North Side 
VA clinic, yet insists on getting care from the VA Medical Center in Beacon 
Hill comments: 

“Learning the bus system is a real challenge. If I didn’t 

have park and ride, I would need probably two buses to 

get to the VA. The bus system here is so confusing.”

SURVEYS WITH VETERANS

Between the months of May and June 2015, Hopelink conducted anonymous 
surveys with Veteran clients at three transitional housing programs including 
Pioneer Human Service’s Mark Cooper House in South Seattle, and two of 
Compass Housing Alliance’s Veteran Programs in Renton (which also 
includes a small amount of permanent housing) and Shoreline. The surveys 
were a valuable source of knowledge about how Veterans transportation has 
changed since 2013 when the focus groups were conducted. While two of the 
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“I don’t have a vehicle, but I used to have one. The only time 

you can get a gas voucher was if you were working. I’m disabled 

now and I don’t have the money for gas, but if I don’t have gas 

I can’t get a job. So I try the bus, but since I’m disabled it takes 

so long and I don’t know how to get anywhere on time.”

Several of the participants listed having service-related or non-service-related 
disabilities, however, very few said they had accessed Medicaid transportation 
services or VA Medical transportation services and most opted to use the 
bus system even though many dislike using the bus. Most associate the bus 
system with overcrowding, slow and infrequent bus service and difficulty with 
transfers and information. The respondents had a number of experiences 
to share regarding bus travel difficulties, especially with getting to and from 
the VA Medical Center in Beacon Hill. Because respondents all listed the 
VA Medical Center in Beacon Hill as a major destination, we asked the 
participants why they did not use one of the more convenient satellite medical 
facilities. Participants reiterated that there is a perception that VA community 
clinics offer sub-optimal care and any significant medical issue will be handled 
better by the central VA Medical Center in Beacon Hill. One respondent 
living in the North side of King County just a few miles from the North Side 
VA clinic, yet insists on getting care from the VA Medical Center in Beacon 
Hill comments: 

“Learning the bus system is a real challenge. If I didn’t 

have park and ride, I would need probably two buses to 

get to the VA. The bus system here is so confusing.”

SURVEYS WITH VETERANS

Between the months of May and June 2015, Hopelink conducted anonymous 
surveys with Veteran clients at three transitional housing programs including 
Pioneer Human Service’s Mark Cooper House in South Seattle, and two of 
Compass Housing Alliance’s Veteran Programs in Renton (which also 
includes a small amount of permanent housing) and Shoreline. The surveys 
were a valuable source of knowledge about how Veterans transportation has 
changed since 2013 when the focus groups were conducted. While two of the 

Figure 4

AGE RANGE OF VETERANS
Veterans Survey Data (2015)

1825
4%

2644
32%4554

24%

5564
26%

65+
14%

survey sites were also included in the original 
focus groups in 2013, Mark Cooper House 
and the Shoreline Veterans Program, both 
sites are transitional housing programs with a 
maximum two year residency, thus there is no 
overlap in participant responses. In all, 66 
Veterans living in the programs responded. 
The survey questions emphasized on similar 
themes as the focus groups including mode of 
travel, popular destinations, transportation 
challenges, and a new theme: connection to 
technology in relation to finding 
transportation resources.

The results of the surveys conducted are in 
no way representative of all Veterans living 
in King County. The survey population 
coincides with the focus group population, 
specifically Veterans who were previously 
unstably housed or homeless. As a result of 
this sub-population focus, the survey results 
are only emblematic of the transportation 
modes used and challenges faced by Veterans 
who are in transitional housing programs. 
Nevertheless, we believe the data is valuable 
as many of the challenges that the Veterans 
in these programs face such as living with 
disabilities, and being unstably housed 
are represented in the Veteran population 
throughout King County as well.

Demographics and Service Eras of Survey Respondents

Out of the 66 Veterans who filled out surveys, 83 percent are men and 17 
percent are women. Figure 4 shows the different age ranges of participants, 
mostly represented by Veterans between 26 and 44 years of age. Respondents’ 
war eras correlate with the age range data in that the majority of Veterans 
served during Post-Vietnam or Gulf War eras, with smaller numbers in 
Korea as you can see in Figure 5. Vietnam era Veterans still make up a large 

Figure 5

NUMBER OF VETERANS PER SERVICE AREA
Veterans Survey Data (2015)

Korea

Vietnam

Post-Vietnam

Gulf War

GWOT

Gulf/GWOT

Vietnam/ 
Post-Vietnam

Other

0 2 4 6 8 10 12 14 16 18 20# of veterans



30

King County Mobility Coalition - Hopelink

portion of the data set and Global War on Terrorism (GWOT) Veterans 
are represented similarly, although we can assume that Vietnam Veteran 
populations are decreasing while GWOT Veteran populations are increasing, 
suggesting a slight Bell Curve in Figure 5. This data is congruent with 
estimates from the American Community Survey in that Vietnam Veterans 
are slowly declining in representation, while Veterans who served in the 
Gulf War and the War on Terror are increasing in percentages.46 Seventy-
six percent of respondents are living with disabilities, with 46 percent of 
respondents’ disabilities being service connected. 

Common Destinations and Transportation Modes

The survey results confirmed existing research that the VA is a common 
destination for Veterans and that there are many transportation challenges for 
Veterans trying to get to appointments at the VA. Eighty-eight percent of the 
survey respondents receive healthcare at the VA, with 27 percent traveling to 
the VA in Beacon Hill at least once a week, and another 35 percent traveling 
at least once a month. The VA in Beacon Hill was also listed as the second 
most popular destination overall for Veterans, only after grocery stores/food 
banks. These findings are different but very similar to the focus group results 
from 2013 in that medical appointments are the number one destination for 
Veterans, followed by work/school and grocery shopping. The top 5 most 
popular destinations in order are listed below.

Top 5 Most Popular Destinations (2015):

1. Grocery Store/Food Bank

2. VA Hospital

3. School/Work

4. Visiting Friends and Family

5. Other Activities 

The most commonly used modes of transportation were also very similar to 
the focus group findings in that the bus is the most common, followed by 
walking. Other common modes include driving a personal vehicle, carpooling 
with friends or family, and trains and light rail, as illustrated in Figure 647.

46  Ibid.

47  This graph represents data from the survey question: “What are your top three most used transportation 
modes?” Note that not all respondents listed three options for their top three most used transportation modes, thus 
the total number of responses to this question is not equal to three responses per Veteran.

Figure 6

MOST POPULAR TRANSPORTATION MODES
Veterans Survey Data (2015)

Bus

Walk

Personal Vehicle

Friend/Family

Train

Cab

Other

Bike

Light Rail

0 10 20 30 40 50 60# of veterans



31

King County Veterans Transportation Needs Assessment

portion of the data set and Global War on Terrorism (GWOT) Veterans 
are represented similarly, although we can assume that Vietnam Veteran 
populations are decreasing while GWOT Veteran populations are increasing, 
suggesting a slight Bell Curve in Figure 5. This data is congruent with 
estimates from the American Community Survey in that Vietnam Veterans 
are slowly declining in representation, while Veterans who served in the 
Gulf War and the War on Terror are increasing in percentages.46 Seventy-
six percent of respondents are living with disabilities, with 46 percent of 
respondents’ disabilities being service connected. 

Common Destinations and Transportation Modes

The survey results confirmed existing research that the VA is a common 
destination for Veterans and that there are many transportation challenges for 
Veterans trying to get to appointments at the VA. Eighty-eight percent of the 
survey respondents receive healthcare at the VA, with 27 percent traveling to 
the VA in Beacon Hill at least once a week, and another 35 percent traveling 
at least once a month. The VA in Beacon Hill was also listed as the second 
most popular destination overall for Veterans, only after grocery stores/food 
banks. These findings are different but very similar to the focus group results 
from 2013 in that medical appointments are the number one destination for 
Veterans, followed by work/school and grocery shopping. The top 5 most 
popular destinations in order are listed below.

Top 5 Most Popular Destinations (2015):

1. Grocery Store/Food Bank

2. VA Hospital

3. School/Work

4. Visiting Friends and Family

5. Other Activities 

The most commonly used modes of transportation were also very similar to 
the focus group findings in that the bus is the most common, followed by 
walking. Other common modes include driving a personal vehicle, carpooling 
with friends or family, and trains and light rail, as illustrated in Figure 647.

46  Ibid.

47  This graph represents data from the survey question: “What are your top three most used transportation 
modes?” Note that not all respondents listed three options for their top three most used transportation modes, thus 
the total number of responses to this question is not equal to three responses per Veteran.

Figure 6

MOST POPULAR TRANSPORTATION MODES
Veterans Survey Data (2015)

Bus

Walk

Personal Vehicle

Friend/Family

Train

Cab

Other

Bike

Light Rail

0 10 20 30 40 50 60# of veterans

While 53 respondents, approximately 80 
percent, reported that the bus is one of 
their top three transportation modes they 
use, 55 respondents, approximately 83 
percent, reported that they have used public 
transportation such as the bus or the train in 
the past 6 months. 

The challenges that Veterans reported in the 
surveys mainly focused on issues regarding 
public transportation as well. The most 
common challenges that Veterans in the data 
set cited are listed below.

The Most Common Transportation 

Challenges (in order):

1. Public transit is too expensive /I can’t 
afford gas money. (Cost)

2. Public transit takes too much time.

3. It is uncomfortable to be on the bus.

4. Public transit is inconsistent and unreliable.

The two most common challenges listed, cost of travel and travel time, 
confirm trends from the focus groups as seen on page 29-30. While data 
from the focus groups in 2013 also revealed that many Veterans find 
public transportation to be too crowded and thus not pleasant, the survey 
findings suggested that being uncomfortable on the bus was not only due to 
overcrowding but also due to mental distress that Veterans face in crowded 
public spaces because of their past history in the military. Several of the survey 
respondents noted in their answers that they do not feel comfortable on 
the bus because of mental disorders such as Post Traumatic Stress Disorder. 
This idea was confirmed by the Veteran service providers we interviewed, 
who noted that many Veterans’ PTSD can be triggered by loud noises, 
unpredictable movements by other passengers, and the overall lack of control 
that Veteran riders may experience while riding the bus.48 This suggests 
that there is a demand for free beyond-the-bus options such as volunteer 
driven vans or shuttles for Veterans who are physically able to use public 
transportation but experience mental distress when doing so.

48  Interviews with experts conducted in May 2015.
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Awareness of Cost Reduction 

Programs and Connection 

to Technology 

As noted earlier, 76 percent of respondents 
reported that they are living with disabilities. 
The Regional Reduced Fare Permit is available 
to public transit riders who are 65 years of 
age and older, and/or have disabilities but 
only 24 percent of the data set reported using 
an RRFP. This could be due to a number of 
reasons, including a lack of awareness about 
the RRFP or possibly not meeting eligibility 
requirements, as riders must be certified at 
a 40 percent or greater service connected 
disability by the Veterans Administration or 
meet other criteria to qualify for the permit.49 
The ORCA LIFT program requires that riders 

have a household income of less than double the federal poverty level. While 
45 Veterans reported that they were familiar with the ORCA LIFT program, 
only 13 noted that they actually use an ORCA LIFT card as shown in Figure 
7. The most popular payment option was bus tickets for Veterans. Both 
Compass Housing Alliance and Pioneer Human Services are part of the King 
County Human Services Ticket Program, where clients of these participating 
agencies are given reduced rate bus tickets through their case managers. 
Therefore it is reasonable to infer that this finding is over representative of the 
general King County Veteran populations’ use of this payment option. Only 
23 Veterans responded that they use RRFP to pay for public transportation 
even though 50 responded that they have a disability.

Connection to technology and likelihood of using the Internet to find 
information about transportation was very much influenced by age range 
as illustrated in Figure 8 and Figure 9. Figure 850 shows that using public 
computers, for example at an employment help center or a library, provides 
access to the Internet for Veterans of all age ranges in the population set. 
Veterans who are 65 years of age or older are more likely to not use the 
Internet and they are the least likely to have a smart phone, while younger 
Veterans are more likely to use a wide range of devices including smart 

49  King County Metro Online, Regional Reduced Fair Permits – Who is Eligible? http://metro.kingcounty.gov/
tops/accessible/reduced-fare-permits.html#who-is-eligible (accessed June 11, 2015).

50  Note the number of Veterans who comprise each age range bar does not represent the total number who are in 
that age range, as many respondents used multiple devices.
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This graph includes the answers to the survey question: ‘If 
you use public transportation, how do you pay for it? Circle 
all that apply’ Because veterans responses included more than 
one answer per survey, the total number of responses to this 
question does not equal 66 total veterans.
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Awareness of Cost Reduction 

Programs and Connection 
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phones, and public or private tablets and 
computers. In Figure 9, we can see that the 
younger the Veteran the more likely they are 
to use the Internet to find information about 
transportation options.

While the small data set of 66 Veteran surveys 
limits our ability to create conclusions about 
the greater Veteran population in King 
County, the data collected does support 
previous research completed in interviews 
and focus groups from 2013 and 2015 
about common mode types, transportation 
challenges, and demographics of the Veteran 
population. Most Veterans in the sample set 
take the bus or walk for transportation, while 
using a combination of bus tickets, RRFPs, 
and cash. Many Veterans would prefer not 
to take the bus due to being uncomfortable 
but many cannot afford any other mode 
of transportation. Even Veterans who do 
have access to a personal vehicle often have 
difficultly affording gas. While some Veterans 
have knowledge of programs such as LIFT and 
RRFP cards, a significant portion do not use 
these programs possibly due to limited eligibility 
and a lack of awareness among others. This 
suggests that there is still a need for awareness 
campaigns of transportation assistance 
programs and possibly more inclusive 
eligibility requirements. Almost all Veterans 
who completed our survey have the ability to 
use the Internet, but not all choose to do so, 
which is highly influenced by age range. This 
confirms earlier data found in interviews that 
younger Veterans are more likely to access 
information about services via the Internet 
while older Veterans from Vietnam and Korea 
war eras are less likely to use the Internet to 
search for information.

This graph includes the answers to the survey question ‘What types 
of technology do you use to go on the Internet? Mark all that apply.’ 
Because veterans responses included more than one answer per survey, 
the total number of responses to this question does not equal 66 total 
veterans. Each bar represents proportionately how many veterans in 
each age range used each device.
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Conclusions and 
Recommendations

This report gathers information from a variety of sources to uncover themes 
related to the challenges unique to the King County Veteran population 
pertinent to transportation, gaps in usage, knowledge of transportation 
options, and how to best distribute knowledge pertaining to transportation 
options for Veterans in King County. The central conclusions are: 

• King County is home to a large Veteran population that has higher 
rates of mental/physical disability and homelessness than the general 
population. Connecting Veterans to necessary social service providers, 
employment centers, and medical services is crucial to their well-being;

• Disadvantaged Veterans are overwhelmingly dependent on quality 
public transportation for their needs. Timely service, clear information 
sources and cost-reduction strategies designed explicitly for vulnerable 
Veteran populations would improve mobility for many Veterans; 

• While many Veterans’ main form of transportation is the bus 
which is a low cost option, many Veterans struggle with mental 
health issues which lead to feelings of mental distress while using 
public transportation. This suggests a need for more beyond-the-
bus options such as vans or shuttles that are free or low cost;

• The VA Medical Center in Beacon Hill is a primary destination 
for most disadvantaged Veterans in the county. Therefore, 
increased resources devoted to improving transportation 
to and from the VA medical center will greatly benefit 
this cross section of the Veteran population; and, 

• There is no one strategy that will best target the Veteran population 
with useful transportation-related related information in King County; 
rather awareness campaigns utilizing a number of different outreach 
and marketing methods is optimal. Increasing awareness of services 
and transportation options among Veterans advocates and service 
providers as well as creating strong networks between agencies has great 
potential to connect the most disadvantaged Veterans to vital resources.
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Because the Veteran population is in increasing need of social services, we 
recommend devoting significant resources to providing regular Veteran 
transportation to and from specific pick-up and drop-off points in the 
county that connect to popular Veteran destinations. This can include the 
VA Medical Center in Beacon Hill Seattle, targeted employment centers, 
government veteran services offices, and grocery stores and food banks in 
King County. Providing transportation services specifically tailored to the 
approximately 119,000 Veterans in the community has the potential to 
improve mobility for Veterans and their families by targeting the specific 
transportation destination needs of the population. Shuttle service 
connecting those in Veteran transitional housing units and shelters to the VA 
Medical Center in Seattle could also improve transportation experiences for 
the most disadvantaged Veterans. 

A more economical solution to assisting Veterans with overcoming 
their transportation barriers is increasing awareness and coordination 
of transportation benefits and services. Findings in this report point to 
a clear gap in information for those most in need of free or reduced fee 
transportation benefits. An awareness campaign tailored to the specific needs 
of the many divergent cross sections of the King County Veterans population 
requires a multi-dimensional approach with greater attention paid to the 
capabilities and proclivities of the target subpopulation. For example, the 
technologically disadvantaged Veteran population from transitional housing 
programs interviewed in the focus groups will benefit from any number 
of outreach methods, but the majority of resources should be commonly 
accessible to this subpopulation through methods such as standard mail, 
all-in-one resource presentations, and word-of-mouth awareness campaigns 
through case managers and social workers. In order for Veteran advocates 
to be effective in their outreach efforts to increase Veterans’ mobility, it 
is imperative that they are flexible, mobile, and have the ability to meet 
Veterans where they may be. The younger, possibly more technologically 
savvy and perhaps more economically advantaged Veterans will benefit from 
the three types of outreach described prior, but would most likely benefit 
more from online resources such as smart phone apps, websites, social 
media communities and periodic emails describing and allowing access to 
transportation resources and benefits. Ultimately, increasing awareness of 
the available transportation options requires connecting with not only the 
Veterans themselves, but also those that serve them.

A number of Veterans and those who work with Veterans describe the 
substantial level of frustration a large portion of the Veteran population 
experiences when attempting to access several activities and destinations, 
such as medical transportation, employment benefits, and a host of other 
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social services designed to assist Veterans and their families. Depending 
on the time and circumstances, Veterans hypothetically would need to call 
multiple telephone numbers to organize one trip; VA medical transportation, 
public transportation, and volunteer transportation each have separate 
points of contact that can be challenging and time consuming to coordinate. 
Coordinating and simplifying services will be a significant step in a positive 
direction. Additional commitments to the development of one-stop access 
points should be made in a number of media to meet the needs of the 
diverse Veteran population. Mobile apps, one-stop telephone numbers, and 
comprehensive gateway websites have the potential to positively influence the 
quality of transportation for Veterans and improve efficiency and cooperation 
between Veterans transportation and human services providers.

Several of the recommendations posed are already underway. A number of 
agencies are actively working to expand transportation access and knowledge 
for Veterans and their families in King County, but there is substantial 
room for improvement. This study focuses primarily on the particularly 
vulnerable Veteran populations in the county and confirms that there are a 
number of gaps in transportation service and availability of easily accessible 
informational resources specific to their needs. While this cross-section of the 
King County Veteran population is likely the most in need of transportation 
assistance, further exploration of the challenges unique to the wide range of 
other veteran subpopulations is warranted to construct a more comprehensive 
understanding of the transportation needs of Veterans and their families in 
King County. 
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Appendix 1 -  
Survey Protocol 1

VETERAN TRANSPORTATION KING 
COUNTY SURVEY 2013

1. What branch of the military did you serve in? (Army, Marine Corps, 
Navy, Air Force, Coastguard)

2. What war-time era did you serve in? (WWII, Korean, Non-war era pre-
Vietnam, Vietnam, Non-war era post-Vietnam, Gulf, Iraq/Afghanistan)

3. Are you disabled? (Yes/No) If Yes, please list your disability/disabilities.

4. What best describes where you live? (In a city, in a suburb, in a rural area)

5. What was your average income per month last year? 

6. What year were you born? (19__)

7. What is your marital status? (Married, Divorced, Separated, Widowed, 
Not married)

8. Do you have children that live with you? (Yes/No)

9. What are your top five trip destinations? Please list in order of most 
frequent to less frequent. (Example, grocery store, college, work, medical 
related, etc.)

10. Do you utilize the following transportation services? If yes, please put a 
check by all that apply. (Metro Transit Bus, Community Transit Bus, Sound 
Transit Bus/Rail/Train, Regional Reduced Fair Permit, Taxi Script Program, 
Medicaid Transportation, Metro Access Transportation, Metro Dial-A-Ride 
(DART), Rideshare Service, Personal Vehicle, Family or Friend Drives You, 
Bike, Walk, Taxi, Other-- please specify___)

11. What describes the most important factor in choosing a transportation 
mode? (Example, convenience, cost, handicap accessible, etc. Leave open)
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12. What types of transportation assistance would be valuable to you? 
(Someone to show me how to use transportation services, Information about 
these services located at Veterans Associations, Veterans Medical Facilities and 
VFWs, Personal assistance applying for Veteran transportation services, Web 
site describing and facilitating access to transportation services, Informative 
Emails, Information delivered by standard mail, A mobile app that allows 
access to regional transportation information on your cellular smart phone, 
Other--please specify)

13. Is there anything you would like to add that you feel would be helpful 
in meeting your transportation needs?
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Appendix 2 -  
Survey Protocol 2

VETERAN TRANSPORTATION NEEDS SURVEY 2015

Thank you for participating in this short survey. The information you provide 
will be used to update the King County Veterans Transportation Needs 
Assessment. Please fill out each question to the best of your ability. Thank you 
for your participation. All surveys will be kept anonymous. 

Disclaimer: Please only take this survey if you are a United States Military 
Veteran living in King County, Washington. We also ask that you do not fill 
out this survey if you have already done so.

Please circle your answer for each question or fill in the blank if provided.

1. What is your age?

• 18-25

• 26-44

• 45-54

• 55-64

• 65 or older

2. What is your gender?

• Woman

• Man

• Other ____________

3. In which branch(es) of the military did you serve? Circle all that apply.

• Army

• Marine Corps
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• Navy

• Air Force

• Coast Guard

4. In what war era(s) did you serve? Circle all that apply.

• WWII

• Korea

• Vietnam

• Post-Vietnam

• Gulf War

• War on Terrorism (OIF, OEF, etc.)

• Other _________________

5. Do you have a disability, and is it service connected?

• Yes, and it is service connected. 

• Yes, but it is not service connected. 

• No.

6. Do you receive healthcare from the VA?

• Yes

• No

7. If you do receive VA healthcare, approximately how many times do you 
go?

• Once a week or more.

• Less than once a week, more than once a month.

• Approximately once a month.

• Less than once a month, more than once a year.

• Once a year or less.

8. If you receive VA healthcare, at what location? Circle all that apply.

• American Lake/Tacoma Lakewood
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• Seattle/Beacon Hill

• Community Based Outpatient Clinic

9. Please list your 3 most traveled destinations. (Examples: VA Seattle, 
Work, School, Grocery Store, Visiting Friends, Case Management, etc.)

• 1.______________________ 

• 2.______________________

• 3.______________________

10. Please circle every type of transportation you have used in the past 6 
months.  
Circle all that apply.

• Public Transit (Bus or Train)

• Ferry or Water Taxi

• Medicaid Transportation (Hopelink/Paratransit)

• King County Metro Access

• Taxi or Rideshare

• Friend or Family Drives You

• Personal Vehicle

• VA Provided Transportation

• Community Transportation (Senior Services Hyde Shuttle, etc.)

• Other:___________________

11. What are your top 3 most used transportation modes? (ex: Metro Bus, 
Personal Vehicle, Train, Walk, etc.)

• 1._____________________

• 2._____________________

• 3._____________________

12. Have you ever heard of the ORCA LIFT Reduced Fare Card?

• Yes

• No
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13. If you use public transportation, how do you pay for it? Circle all that 
apply.

• Regional Reduced Fare Permit (RRFP)

• ORCA LIFT Card

• Full-Fare Adult ORCA Card

• Bus Tickets

• Cash

• Other _________________

14. What are the biggest challenges you experience with transportation? 
(Examples: Cost, getting to work, uncomfortable with bus, etc.)

• ____________________________________________________

15. What type of technology do you use to go on the Internet? Mark all 
that apply.

• Personal smart phone

• Personal tablet, laptop, or computer

• Public computer, tablet, laptop (Ex: Library, Agency, etc.)

• I rarely use the Internet.

16. Do you use the Internet to find information about transportation?

• Yes

• No

17. What other sources do you use to get information about 
transportation? Circle all that apply.

• I ask a family member or friend.

• I call a phone number. 

• I ask my case manager, or agency.

• I ask a friend from a Veteran Service Organization I belong to.

• Other sources: _________________
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18. Please list the specific websites that you use to find information about 
transportation or Veteran human services. 

• ____________________________________________________
___________________________________________________

19. Have you ever heard of a website called Vets-Go.com?

• Yes

• No

Thank you for filling out this survey. We greatly appreciate your input.
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Appendix 3 -  
Interview Protocol 1

Interview Questions 2013:

1. What is your job and what are your primary functions at your job? 

2. Can you talk about your organization, its mission, and how it relates to 
transportation, Veterans, or both? 

3. What are the challenges that Veterans face that are unique to the 
population? 

4. How do you think these challenges intersect with mobility concerns for 
the community? (If interviewed has clients that are Veterans and you have 
access to this type of information)

5. What modes of transportation do your clients use? Hopelink, DART, 
Bus, drive themselves, etc.

6. We are trying to design an effective outreach strategy for mobility 
coalitions to use to connect with the Veteran population in King 
County. In your experience, what have been the most successful ways 
of distributing information to the Veteran community?

7. Is there anything else you would like to add?
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Appendix 4 -  
Interview Protocol 2

TRANSPORTATION NEEDS ASSESSMENT FOR 
VETERANS IN KING COUNTY 2015: EXPERT 
TESTIMONIAL INFORMATIONAL INTERVIEWS

Questions:

1. Organization, your role, and how long you have been in your role?

2. What does your connection to veterans look like in your role? Do you 
work directly with them?

3. What are the typical demographics and service eras of the veterans in 
your program?

4.  What are the most cited challenges, veterans face in getting access to 
services, employment, healthcare, and education?

5. How are veterans connected to technology to the best of your 
knowledge?

6. What modes of transportation do your veteran clients use?

7. What types of challenges do veterans face with transportation? (What 
are the biggest barriers for veterans to access reliable transportation?)

8. What do you see as the largest gap in transportation services for 
veterans in King County? 

9. In your experience, what have been the most effective ways of 
disseminating information to veterans in King County?

10. What outreach strategies do VSOs and CBOs (who serve vets) use to 
effectively reach veterans?
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11. From your experience and expertise, what would you say are the top 
three or four specific resources (beside referrals from fellow Veterans) 
Veterans in King County tap into when searching for veterans services?

12. Along with informational interviews, we are also doing a veteran 
survey in King County, do you have any suggestions as to how we can 
make the survey representative of veterans and effective for gaining 
information about transportation challenges?

13. Do you know anyone (or program) who would benefit from this 
research once it is completed and who we should connect with?

14. Anything else you would like to add? Or any questions you would like 
to ask about this project?
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Appendix 5 -  
Interview List

YEAR NAME ORGANIZATION POSITION
GENERAL 
DESCRIPTION

2013 Alfredo Medina El Centro De La Raza
Veterans Outreach 

Coordinator

Veteran challenges. Difficulties in accessing the 

population. Outreach

2013 Joel Estey
King County DCHS/

CSD/VCS

Veterans Program 

Manager

King County Veterans qualities. Resources for 

further Veteran information. 

2013 John Hoskins 

King County 

Department of 

Community and 

Human Services 

Evaluation and 

Performance 

Measurement Unit 

Manager

Resources for further Veteran information. Research 

Strategies. 

2013 Mark Bonicillo UW VetCorp Student Rep
College bound Veterans. Challenges for younger 

Veterans. Outreach. 

2013 Michelle Zirate Seattle Veterans Center

Readjustment 

Counseling 

Therapist

Veteran challenges. Mental and physical disability. 

2013 Mike Schindler
Operation Military 

Family
CEO

Veteran challenges. Mental and physical disability. 

Mobility challenges. Outreach. 

2013 Peter Schmidt
Veterans Training 

Support Center 
Project Director

Veteran challenges. Mental and physical disability. 

Mobility challenges. Outreach. 

2013 Steve Hutchins
TransPro and Veterans 

Around the Sound
President

Transportation service coordination. Difficulties 

with service areas for Veterans. 

2013 Su Nhan Seattle Veterans Center
Outreach 

Coordinator
Outreach Strategies

A
pp.5 table continued next page
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YEAR NAME ORGANIZATION POSITION
GENERAL 
DESCRIPTION

2015 David Waggoner

Veterans of Foreign 

Wars (VFW) Issaquah 

Post 3436 and King 

County Metro

Commander and 

Retired Bus Driver

Transportation challenges for Veterans, Veteran 

outreach, and connection to technology.

2015 Gaby Bell

Harborview Medical 

Center – ADA 

Paratransit Evaluations

Manager
Transportation for special needs populations, 

specifically Veterans with disabilities.

2015 Josh Penner

Gustad Law Group, 

Core Values Consulting, 

and King County 

Veterans Consortium

Veterans 

Representative, 

Owner and 

Operator, and Co-

Chair

Veterans outreach, transportation challenges, barriers 

for Veterans accessing services. 

2015 Josh Wheeldon

St.Vincent de Paul 

Operation Veteran 

Renewal Program

Program 

Coordinator

Veterans outreach, barriers to accessing services, and 

transportation.

2015 Monique Brown El Centro de la Raza
Veterans Outreach 

Coordinator

Veterans outreach, barriers to accessing services, and 

transportation.
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Appendix 6 -  
Focus Group Guide

General Protocol: 

A response will be taken for each question by each participant in the focus 
group to understand the multiple perspectives of transportation needs. 
The discussions last about an hour to one and a half hours in length. The 
participants each are provided with a pencil and paper to write down their 
responses when necessary. There is one facilitator that asks the questions and 
guides the discussion and one note-taker that takes down important themes 
and responses. A stipend was provided to each participant and refreshments 
were available during the group interviews. 

Opening Remarks: 

Hello my name is Will Hallett and this is Lei Chen and we are students at the 
Evans School of Public Affairs at the University of Washington. 

I will be asking you a series of questions and providing you with notepaper to 
write down selected responses to my questions and my colleague will be taking 
notes on your responses.

First off I would like to thank all of you for participating today and taking 
the time to provide us with valuable information to assist Veterans with their 
transportation needs in the future. 

You are here to assist our research for the Hopelink organization to discuss 
the transportation needs and challenges for Veterans and their families in 
King County. We also would like to know the current knowledge of existing 
Veteran transportation resources available in King County. And lastly, we will 
talk about the ways that you all get your information on resources available to 
you as Veterans in the community. 

Before we start there a few things that you need to be aware of: First, this 
session is being recorded and you will be writing things during this session. 
All responses will be confidential and will not list you name in association 
with your responses, so please be as honest as possible with your responses. 
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And second, we will be asking some demographic information such as 
your age, disability status and which years you served in the military. This 
information will also be taken in confidence and your names will not be 
associated with the responses. And lastly, be assured that no answer is wrong 
or right; we only ask that you give us honest opinions of the questions we ask. 

Questions:

1. First off, I would like everyone to write down in which branch of the 
military they served, their age, if you served in a war and if so what war, 
and whether they have a service-related or non-service related disability?

2. We would like to know what where you travel most often to get a 
better sense of your transportation mode choices. Could all of you 
write down your top five destinations for travel? This can include work, 
shopping, medical related travel, etc. (Allow 5 minutes then ask each to 
share their responses with the group)

3. Now that you have heard each person’s responses, would anyone like to 
add anything? 

4. What mode of transportation do you most often use? (Example walking, 
busing, use your own car, etc.)

5. I’m going to read to you all a number of transportation services 
available to you and I want all of you to write down those that you 
have used as I read them: Metro Transit Bus, Community Transit 
Bus, Sound Transit Bus/Rail/Train, Regional Reduced Fair Permit, 
Taxi Script Program, Medicaid Transportation, Metro Access 
Transportation, Metro Dial-A-Ride (DART), Rideshare Service, 
Personal Vehicle, Family or Friend Drives You, Bike, Walk, Taxi, Other-
Specify___.

6. Does anyone have any negative or positive experiences with any of these 
services that they would like to share? 

7. Those of you that wrote down _____. Please tell me why you chose 
to use this service and what your experience has been like using this 
service?

8. When you do have problems getting around in King County, what are 
the main difficulties? (Example: cost, time, confusing services, conflicts with 
work schedule)

9. What type of transportation assistance would be valuable to you? I’m 
going to read off a number of ways we can assist Veterans and I want 
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you to write down the ones that you think would be most valuable? 
(Example: Someone to show me how to use transportation services, Information 
about these services located at Veterans Associations, Veterans Medical 
Facilities and VFWs, Personal assistance applying for Veteran transportation 
services, Web site describing and facilitating access to transportation services, 
Informative Emails, Information delivered by standard mail, A mobile app 
that allows access to regional transportation information on your cellular smart 
phone, Other - Specify___).

10. I’m going to read off these again and can you tell me why you chose or 
did not choose the assistance services and why they would benefit or 
not benefit you? 

11. Does anyone have anything else to add? If so please say something now.
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Appendix 7 -  
Focus Group Analysis Matrix 
Example (3 Total)

FOCUS GROUP CONDENSED ANALYSIS MATRIX – PIONEER HUMAN SERVICE, MARK COOPER HOUSE

RE-
SPON-
DENT

MILITARY 
BRANCH 
AND 
YEARS OF 
SERVICE

WHERE, HOW OF-
TEN, AND MODE 
OF TRANSPORTA-
TION

FREQUENCY OF 
USE AND AWARE-
NESS OF TRANS. 
OPTIONS

VALUABLE 
TRANS-
PORTA-
TION AS-
SISTANCE

POSITIVE 
AND NEGA-
TIVE EXPERI-
ENCES

MOST SIG-
NIFICANT 
BARRIERS

NOTES

1
Army 1983-

1989

1 Federal Way Mall 

2 VA Hospital 3 

Downtown Ferry 

Terminal 4 Tacoma, 

Metro-often Regional 

Bus-often Light Rail-

often RRFP-often Taxi 

Script-never Access-

never Medicaid Trans-

never Ride Share-never 

Friends/Family-never 

Bike-never Walk-often 

Taxi-never

Metro-often, 

Regional Bus-often 

Light Rail-often 

RRFP-often Taxi 

Script-never Access-

never Medicaid 

Trans-never Ride 

Share-never Friends/

Family-never Bike-

never Walk-often 

Taxi-never

Standard 

Mail

I’ve had 

trouble with 

money, so 

cost is always 

an issue. I 

had one time 

at Hopelink 

where the 

driver had a 

bad attitude

Money. 

Sometimes the 

buses take too 

long. I have a 

book of bus 

tickets though.

Everyone seems 

eager to give us 

input, A couple 

of them seem 

skeptical as 

to why we are 

here, including 

the MCH 

staffer who set 

this up for us. 

The snacks are 

lightly touched.

2
Army 1977-

1983

Most to least: Grocery 

Store, School, Training, 

Doctors Appointment, 

Interviews, Job Search, 

Visit Family, Sight 

Seeing. I always use the 

bus or the Ferry and 

sometimes my friends 

come pick me up. 

Most to Least: 

Bus-often Metro-

seldom Light Rail-

often RRFP-often 

Taxi Script-never 

Medicaid Trans-never 

Rideshare-never 

Personal Vehicle-

never friend/family-

never bike-never 

walk-often taxi-

sometimes

Standard 

Mail and 

Email

A lot of times 

the buses take 

way too long. 

Also the VA 

transportation 

takes too long 

to set up and 

I would just 

rather use the 

bus.

I think that 

the cell phone 

app would be 

great, just as 

long as they 

give all of us 

smart phones. 

I’m into that. 

They should 

also make the 

bus free for 

veterans.

A
pp.7 table 1 continued next page

App.7 table 1 start
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FOCUS GROUP CONDENSED ANALYSIS MATRIX – PIONEER HUMAN SERVICE, MARK COOPER HOUSE

RE-
SPON-
DENT

MILITARY 
BRANCH 
AND 
YEARS OF 
SERVICE

WHERE, HOW OF-
TEN, AND MODE 
OF TRANSPORTA-
TION

FREQUENCY OF 
USE AND AWARE-
NESS OF TRANS. 
OPTIONS

VALUABLE 
TRANS-
PORTA-
TION AS-
SISTANCE

POSITIVE 
AND NEGA-
TIVE EXPERI-
ENCES

MOST SIG-
NIFICANT 
BARRIERS

NOTES

3
Air Force 

1974-1989

Safeway, Macy’s, Target, 

7-11, Museums

Bus-often 

Community Bus-

rarely Light Rail-

rarely RRFP-rarely 

Taxi Script-rarely 

Rideshare-never 

Friend/family-rarely 

Bike-sometimes 

Walk-often Taxi-

never I never heard 

of the taxi script 

program

Smart 

Phone, 

Email, 

Website

I don’t know 

if I’ve had any 

feelings about 

my experiences 

with 

transportation 

other than 

the basics. 

Sometimes it’s 

too crowded 

but I pretty 

much always 

use the bus.

Too crowded

He appears 

reluctant to 

talk about the 

subject. He 

says everything 

very matter of 

factly. As if to 

say, “Isn’t this 

obvious?”

4
Navy  1968-

1969

Federal Building, VA 

Hospital, King County 

Vets, Safeway, Ferry

Bus-often 

Community Bus-

seldom Light Rail-

never RRFP-often 

Taxi Script-never 

Taxi-never Medicaid 

Trans-never Access-

never Rideshare-

never Personal 

Vehicle-never 

Family/Friend-never 

Bike-never Walk-

often Cab-seldom

Email

I never had a 

bad experience 

with our transit 

system for 

locals. I would 

say though that 

the Medical 

Service 

transportation 

is just okay.

Everything 

but the bus 

just costs too 

much. I think 

the smart 

phone app 

sounds good. 

I don’t know 

how to use 

one.

I think I may 

have sold the 

smart phone 

app too hard.

A
pp

.7
 ta

bl
e 

1 
co

nt
in

ue
d

App.7 table 1 continued next page



61

King County Veterans Transportation Needs Assessment

FOCUS GROUP CONDENSED ANALYSIS MATRIX – PIONEER HUMAN SERVICE, MARK COOPER HOUSE

RE-
SPON-
DENT

MILITARY 
BRANCH 
AND 
YEARS OF 
SERVICE

WHERE, HOW OF-
TEN, AND MODE 
OF TRANSPORTA-
TION

FREQUENCY OF 
USE AND AWARE-
NESS OF TRANS. 
OPTIONS

VALUABLE 
TRANS-
PORTA-
TION AS-
SISTANCE

POSITIVE 
AND NEGA-
TIVE EXPERI-
ENCES

MOST SIG-
NIFICANT 
BARRIERS

NOTES

5
Navy 1968-

1969

Doctors appointment, 

School, Employment/

VA Office, Mental 

Health support group, 

Grocery Shopping

Bus-often 

Community Bus-

often Light Rail and 

Train-often RRFP-

often Taxi Script-

never Access-never 

Rideshare-never 

Personal Vehicle-

never Friend/Family-

often Taxi-never

Standard 

mail, Smart 

Phone App, 

Website, 

Free Bus 

Tickets, Free 

Phones

I really don’t 

have anything 

negative, all 

in all my rides 

have been 

positive.

I would say 

cost is the 

main concern 

for me. I don’t 

have a lot of 

spare cash so 

taxi’s are out of 

the question. I 

also don’t have 

a care but the 

bus is pretty 

cheap.

6
Army 1984-

1986

School, VA Hospital, 

Smoke Shop, Grocery 

Store, Friends

Bus-often, 

Community Bus-

rarely RRFP-never 

Taxi Script-never 

Medicaid Trans-

never Access-never 

Rideshare-never 

Personal Vehicle-

never, Friends/

family-sometimes 

Bike-never Walk-

often Taxi-never

Emails and 

Websites

The buses 

are always so 

crowded. The 

number 7 gets 

pretty bad at 

times. It takes 

too long to get 

anywhere and 

I got way too 

many transfers.

I think 

standard mail 

would work 

best for me. 

Even if you 

can’t pay your 

phone bill, you 

can still get 

your mail.

By the end of 

the session 

everyone is 

finally talking 

to each other 

and joking. 

This is a good 

sign. I wish that 

I could have 

pulled some 

more dynamic 

answers out 

of the focus 

group. All seem 

to emphasize 

cost and how 

they don’t have 

money, which 

is fine, but 

yields limited 

interpretation.

A
pp.7 table 1 continued

App.7 table 1 end
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FOCUS GROUP CONDENSED ANALYSIS MATRIX – COMPASS HOUSING ALLIANCE, VETERANS PROGRAM

RESPON-
DENT

MILITARY 
BRANCH 
AND 
YEARS OF 
SERVICE

WHERE, HOW 
OFTEN, AND 
MODE OF 
TRANSPORTA-
TION

FREQUENCY 
OF USE AND 
AWARENESS 
OF TRANS. 
OPTIONS

VALUABLE 
TRANSPORTA-
TION ASSIS-
TANCE

POSITIVE 
AND NEGA-
TIVE EXPERI-
ENCES

MOST SIG-
NIFICANT 
BARRIERS

NOTES

1
Navy 1989-

1991

Most to Least: VA 

Hospital, Shoreline 

area, Grocery 

Store, Mall, 

Downtown Seattle

My top 3 modes 

are car, bus and 

walking in that 

order. I pretty 

much never do 

anything other 

than those. I never 

heard of a lot 

of the Medicaid 

transport you 

talked about.

I think that all 

those things 

you mentioned 

would be valuable 

(standard mail, 

email, website, 

person to show) 

bus I don’t have 

a smart phone so 

an app won’t do 

much for me.

The cost of 

transportation 

is high.

“The biggest 

problem is 

that I do not 

have gas. I have 

been here for 

three months 

but I am still 

learning the 

new buses in 

the area from 

Shoreline to 

Seattle, but it 

is very time 

consuming. 

I have been 

here for three 

months and 

I have been 

learning the 

bus lines”.

“If I didn’t 

have to park 

and ride I 

would need 

like 2 buses 

to get to the 

VA. The bus 

system is so 

confusing.

2
Navy 1982-

1986

VA Hospital, 

Federal Building, 

Grocery Shopping, 

Shoreline CC

Top 3 are Bus, Car 

Walking. I always 

use my RRFP for 

the bus. I never 

use VA Medical 

transportation.

I don’t like getting 

emails or mail. 

Valuable-Kiosk 

at the VA, better 

website, Android 

App.

“I have 

witnessed one 

certain route 

that there 

is a conflict 

between 

passengers”

“It would be 

helpful to have 

them pick us 

up from these 

homes and 

bring us to the 

VA and back. 

We all go there 

a lot.”

3
Army 1986-

1989

VAMC, Mothers, 

Safeway, 

Downtown, 

Shoreline

I only take buses…

everywhere. I walk 

sometimes but 

never use anything 

else.

Person to show 

and assist 

me-valued, 

email-valued, 

website-valued 

kiosk-valued 

standard mail-

valued smart 

phone app-not

The transit 

time is not 

enough from 

a bus to the 

next.

App.7 table 2 continued next page

App.7 table 2 start
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FOCUS GROUP CONDENSED ANALYSIS MATRIX – COMPASS HOUSING ALLIANCE, VETERANS PROGRAM

RESPON-
DENT

MILITARY 
BRANCH 
AND 
YEARS OF 
SERVICE

WHERE, HOW 
OFTEN, AND 
MODE OF 
TRANSPORTA-
TION

FREQUENCY 
OF USE AND 
AWARENESS 
OF TRANS. 
OPTIONS

VALUABLE 
TRANSPORTA-
TION ASSIS-
TANCE

POSITIVE 
AND NEGA-
TIVE EXPERI-
ENCES

MOST SIG-
NIFICANT 
BARRIERS

NOTES

4

No 

Response 

(branch) 

1972-1973

VA Hospital, 

Grocery Store, 

Downtown Seattle, 

Friends House

I mostly bus 

then friend then 

walk. I always 

use my RRFP. 

I never use taxi 

script, Medicaid 

transportation, 

or Rideshare 

programs.

Mail would be 

helpful and 

information 

posted at the 

VA for me. 

Smartphone not 

so much but a 

website with one 

stop info is good.

 People too 

crowded on 

bus

Difficulty of 

getting a bus 

pass. Got to 

go downtown 

just to get a bus 

pass.

Probably the 

most quiet of 

the bunch. A 

lot of talkers 

in this room, 

have to pry 

info out of 

him

5
Army 1998-

2002

VA Hospital, 

parents home, 

grocery shopping, 

boyfriends, 

bestfriends

I just use my car. 

I moved here 

so the public 

transportation 

is still a bit 

scary. Bus-never 

Light Rait-rarely 

RRFP-never Taxi 

Script-never heard 

Medicaid Trans-

never Personal 

Vehicle-always 

Bike/Walk-rarely 

Taxi-never

Everything you 

talked about 

seems pretty 

valuable because 

I really don’t 

know much about 

anything here for 

transportation. I 

don’t have a smart 

phone so the app 

seems like I might 

not use it.

Traffic

There is a 

time that I 

went to the 

VA Hospital 

and try to get 

reimbursement 

after the 

doctor’s 

appointment 

but they have 

strict rules 

of the route 

you drive 

for getting 

reimbursed

By far the 

youngest 

veteran we 

have had. 

She only uses 

her car and 

has no smart 

phone, would 

have thought 

the opposite.

6
Navy 1983-

1993

VA Hospital 

Seattle, Fred 

Meyer, Church, 

Jobs, Work Source 

Redmond

Most to least 

utilized: Walking, 

Bus, Family 

give me ride. 

I sometimes 

use Medicaid 

Transportation

Person to 

show how to 

use-valuable, 

email-valuable 

standard mail-

valuable kiosks 

at VA-valuable 

Smartphone app-

not valuable

I have a hard 

time with the 

buses knowing 

where and 

when they will 

get here and 

where they  

will drop me 

off

“It takes me 

three buses 

from here 

to the VA 

Hospital and 

I have to wait 

until afternoon 

to get back”

I have to stay 

the weekend 

sometimes 

down south. 

Sometimes 

the breaks in 

service are so 

huge. I got to 

get up really 

early then 

leave really 

late.

A
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FOCUS GROUP CONDENSED ANALYSIS MATRIX – COMPASS HOUSING ALLIANCE, VETERANS PROGRAM

RESPON-
DENT

MILITARY 
BRANCH 
AND 
YEARS OF 
SERVICE

WHERE, HOW 
OFTEN, AND 
MODE OF 
TRANSPORTA-
TION

FREQUENCY 
OF USE AND 
AWARENESS 
OF TRANS. 
OPTIONS

VALUABLE 
TRANSPORTA-
TION ASSIS-
TANCE

POSITIVE 
AND NEGA-
TIVE EXPERI-
ENCES

MOST SIG-
NIFICANT 
BARRIERS

NOTES

7
Navy 1978-

1982

VA Hospital, 

Downtown 

Seattle, Everette 

or Shoreline, Fred 

Meyer in Shoreline, 

and my Brother’s 

house

I always bike and 

bus. Sometimes I 

get a ride from a 

friend. I use the 

train often also. I 

don’t have a RRFP 

and never use at 

of the medical 

transportation 

services. I rarely 

take a taxi.

It would be 

helpful to have 

some personal 

assistance to 

get my benefits. 

But not show 

me how to use 

transportation. 

I wouldn’t use a 

smart phone app 

either, but email, 

mail, and websites 

would be helpful.

Very quiet
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FOCUS GROUP CONDENSED ANALYSIS MATRIX – IMAGINE HOUSING, ANDREW’S GLEN

RE-
SPON-
DENT

MILITARY 
BRANCH 
AND 
YEARS OF 
SERVICE

WHERE, HOW 
OFTEN, AND 
MODE OF 
TRANSPORTA-
TION

FREQUENCY 
OF USE AND 
AWARENESS 
OF TRANS. 
OPTIONS

VALUABLE 
TRANSPOR-
TATION 
ASSISTANCE

POSITIVE 
AND NEGA-
TIVE EXPERI-
ENCES

MOST 
SIGNIF-
ICANT 
BARRIERS

NOTES

1
Navy 1982-

1986

Most to Least: 

Seattle Central 

CC, Work 

Source, Grocery 

Store

Bus-often 

Community 

Bus-often Rail/

Train-often 

RRFP-rarely 

Taxi Script-

never Medicaid 

Trans-often 

Access-

sometimes 

Personal 

Vehicle-never 

Walk-never

I think 

that I use 

transportation 

all the time so 

people showing 

me how to use 

it seems strange. 

More valued-

emails and app.

‘When I asked 

the driver how 

to transit, if 

they don’t 

know wither, 

they don’t even 

forward me 

to the person 

who knows the 

answer.”

Buses 

don’t have 

enough 

information 

on the 

buses where 

it is going.

2
Air Force 

1987-1991

Most to least: 

Seattle VA 

Hospital, the 

Mall, Sandpoint, 

Family visiting 

(Kirkland)

Bus-often 

Community 

Bus-never Rail/

Train-sometimes 

RRFP=often 

Taxi Script-once 

Medicaid Trans-

never Access-

never Personal 

Vehicle-never 

Walk-often

Demonstration-

valuable 

Website would 

be good, Emails-

good Standard 

Mail-no Mobile 

App would be 

great

“I don’t think 

metro has any 

clue of what 

is going on. I 

don’t have a 

cohesive answer. 

Everybody says 

he is the leader. 

I have talked t 

o5 people about 

what happened 

but they deny 

what happened. 

They kind of 

yell at people 

who are blind”

One Bus 

Away (smart 

Phone 

app) is not 

accurate.

App.7 table 3 continued next page
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FOCUS GROUP CONDENSED ANALYSIS MATRIX – IMAGINE HOUSING, ANDREW’S GLEN

RE-
SPON-
DENT

MILITARY 
BRANCH 
AND 
YEARS OF 
SERVICE

WHERE, HOW 
OFTEN, AND 
MODE OF 
TRANSPORTA-
TION

FREQUENCY 
OF USE AND 
AWARENESS 
OF TRANS. 
OPTIONS

VALUABLE 
TRANSPOR-
TATION 
ASSISTANCE

POSITIVE 
AND NEGA-
TIVE EXPERI-
ENCES

MOST 
SIGNIF-
ICANT 
BARRIERS

NOTES

3
Navy 1978-

1987

1-Work 

2-Seattle(Family)  

3-Greenlake 

4-Crossroads 

5-VA

I pretty much 

just bus and 

walk. I never 

use anything 

else you talked 

about.

It would be 

great to have 

some late 

night buses 

and weekend 

services. It gets 

tricky getting all 

the stuff I need 

from people for 

my disability. 

I need a ramp. 

May need a 

friend.

“When I get 

on the bus, 

the bus drive 

is not so verbal 

to me and not 

so social. I feel 

depressed”.

No ramp 

for personal 

scooter

“No late night 

buses. It’s 

ridiculous we 

have no buses 

at this point. 

Weekends the 

bus service 

is so terrible. 

Also, you have 

to use multiple 

services. You 

can’t just go on 

Sound Transit 

then use 

Metro”
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FOCUS GROUP CONDENSED ANALYSIS MATRIX – IMAGINE HOUSING, ANDREW’S GLEN

RE-
SPON-
DENT

MILITARY 
BRANCH 
AND 
YEARS OF 
SERVICE

WHERE, HOW 
OFTEN, AND 
MODE OF 
TRANSPORTA-
TION

FREQUENCY 
OF USE AND 
AWARENESS 
OF TRANS. 
OPTIONS

VALUABLE 
TRANSPOR-
TATION 
ASSISTANCE

POSITIVE 
AND NEGA-
TIVE EXPERI-
ENCES

MOST 
SIGNIF-
ICANT 
BARRIERS

NOTES

4
Army 1996-

2000

1-Work 2-Social 

at Redmond 

3-Bellevue 4-Get 

Checks from 

Case Manager 

5-Capitol Hill

Top 5 Travel 

Uses in order: 

Metro Bus, 

Sound Transit, 

Link Rail, 

Walk, Bike. 

Sometimes 

RRFP, Personal 

Vehicle, Family 

ride. Never use 

taxi program, 

Medicaid or 

Rideshare.

Generally 

timing and 

coordination 

of buses can 

be challenging. 

Transfer time is 

huge when you 

live where I do. 

It’s confusing 

to know which 

side of the street 

the bus comes. 

We need light 

rail in Bellevue. 

Standard Mail is 

not a good way 

to reach me. 

Everything else 

you mentioned 

would help.

“I like red 

line at Transit 

Center where 

they have wifi. 

I can make a 

phone call of 

use my laptop. 

And also Bus 

stations at 

Redmond and 

Kirkland, they 

have monitors 

to show how 

many minutes 

left until the 

next bus.  Buses 

with that system 

are pretty good. 

It makes you 

get everywhere 

faster and more 

efficient”

Do not 

have 

enough 

money for 

gas.

5
Army 1986-

1989

Go to College, 

NA/AA 

Meetings, Work 

Source, YMCA, 

Gym

Bus-often Light 

Rail-often 

Walk-often 

RRFP-often 

Medicaid Trans-

sometimes 

Rideshare-

never Personal 

Vehicle-never 

Family/Friend-

never

Value a class 

on resources, 

website, online 

updates, and 

mobile apps. 

Standard mail-

not valued

“Groceries 

onboard a 

metro bus, god 

help us. Pretty 

difficult to go 

to the Hospital 

without 

insurance 

and late night 

without public 

transportation”

Blind injury 

and hard 

to navigate 

bus.

Guy is very 

talkative. Very 

focused on race 

discrimination. 

Thinks that 

many of the 

bus drivers 

have personal 

grudges against 

him.

A
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FOCUS GROUP CONDENSED ANALYSIS MATRIX – IMAGINE HOUSING, ANDREW’S GLEN

RE-
SPON-
DENT

MILITARY 
BRANCH 
AND 
YEARS OF 
SERVICE

WHERE, HOW 
OFTEN, AND 
MODE OF 
TRANSPORTA-
TION

FREQUENCY 
OF USE AND 
AWARENESS 
OF TRANS. 
OPTIONS

VALUABLE 
TRANSPOR-
TATION 
ASSISTANCE

POSITIVE 
AND NEGA-
TIVE EXPERI-
ENCES

MOST 
SIGNIF-
ICANT 
BARRIERS

NOTES

6
Late, missed 

question

Late, missed 

question

Late, missed 

question
No comments

“I think most 

of the drivers 

are great. When 

there was a 

storm in 2006 

and 2007, bus 

drivers were 

great. They 

waited for every 

passenger to get 

in to be warm”.

If no 

insurance, 

calling an 

ambulance 

for 

emergency 

will incur 

extra 

charges.

She discusses 

the difficulties 

of being a 

woman in the 

military. Steers 

conversation 

away from 

transportation 

to sexual 

violence in the 

shore time.
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